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ABSTRACT 
This PhD thesis examines the E-government implementation in Dubai and examines the 
critical success factors and barriers to a successful E-government implementation. The 
study is based on primary research conducted on the subject of E-government in the 
United Arab Emirates. The thesis critically reviewed extant literature on E-government 
implementation. 
 
The methodology used for this research is a mixed-methodological design, which is 
comprised of a quantitative survey of 450 employees of the Dubai Smart Government 
Department. A survey questionnaire was designed to assess the impact of various 
independent and dependent variables on the effectiveness of E-government 
implementation. To complement the shortcomings of the high level of abstraction often 
associated with quantitative methodologies, a qualitative methodology was used which 
involved in-depth interviews with middle and high ranking officials in Dubai Smart 
Government Department. The results of these questionnaires and interviews helped 
provide a theoretical framework for the postulation of standard operating procedures, 
which could ensure the success of E-government implementation in Dubai.  
 
The research analyses and discusses the primary data (questionnaire and interviews) to 
generate insights regarding the success of E-government implementation in Dubai. The 
analysis also examines the various factors, which limit and hinder successful                   
E-government implementations and offers recommendations for improvement. The study 
finds that some of the major barriers to E-government in Dubai include technology, 
security, legal, monetary and strategic issues. Employees surveyed also generally 
expressed fear of complexity, system integration, data security, and job losses. 
Researchers have repeatedly shown that there is need for empirical based studies to 
understand the contextually relevant aspects of E-government implementation in non-
western contexts. This PhD thesis contributes to this debate with fresh empirical data sets 
from Dubai on E-government implementation, including the identification of critical 
successes factors and barriers of a successful E-government implementation.  
  vii 
This study also contributes theoretically by challenging popular normative stage models 
with a more robust theoretical framework encompassing both human centeredness and 
context relevance. In so doing, the study came up with a tripartite approach comprising 
management support, cultural change, and system design. The study concludes that 
dynamic interplay between internal and external forces: socio-economic and 
technological factors (including maturity of ICT capabilities) are all relevant to a 
successful implementation of E-government in Dubai. 
 
This study’s key significance lies in its contribution to improve the implementation of a 
successful E-government in the UAE context, thereby leading to the development of a 
roadmap for facilitating practical implementation of strategies and reversing the declining 
trend of E-government participation in Dubai. In addition, the study’s emphasis on the 
public sector, could lead to strengthening the role of E-government for administrative and 
institutional reform and inclusion in the public sector. The study could provide a useful 
guide both for the Dubai Smart Government Department and other E-government 
agencies in Arab regions and for internal stakeholders in the field who wish to gain 
insight into the process of E-government globally. 
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1.0 Chapter One: Introduction to the Research 
1.1 Introduction 
This thesis responds to scholars with regard to the variability of outcomes arising in the 
process of design and implementation of E-government solutions. The extant literature on   
E-government implementation is characterised by fragmentation and a lack of conceptual 
clarity. For example, while the UAE has been described as a leading E-government model in 
the Middle East, some scholars suggests that the extent of E-participation and inclusion is 
declining especially with regards to the government-to-business (G2B) dimension.  
 
Countries throughout the world are using technology and innovation to offer services to their 
citizens. The notion of offering public or government services online is also known as “       
E-government”, “internet government”, “digital government”, “online government”, or 
“connected government”. Such services have been so well received by many countries and 
local councils that some state-level portals have emerged; some projects have been highly 
successful and have used true innovation to extend services to their citizens, while many 
others are uninspired models, built without careful examination of barriers and critical 
success factors (Janssen and Kuk, 2007). The concept of integrating technology and using the 
World Wide Web to bridge the gap between people and government via the reduction of 
bureaucratic barriers has become a popular trend in the Middle East, with many Arab nations 
developing portals, which extend e-services to their end users (Al-Nuaim, 2009).  
 
United Arab Emirates (UAE) is participating fully, developing models of E-government to 
aid its citizens by using studies produced by the World Economic Forum (2009). The country 
is leading others in the Middle East and North African (MENA) region in terms of the 
maturity of its E-government models. The level of services being provided is also better. The 
participation of citizens and citizen “readiness” levels are superior in comparison to those of 
other countries in the region (Dutta et al., 2011).  
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This chapter presents a complete overview of the thesis. It discusses the background for 
conducting the study and offers a brief outline of the E-government initiative and the state of 
E-government in UAE including that of the Emirate of Dubai as they have evolved over time.  
 
The aims and objectives of this study and the research questions are also presented in this 
section. The significance of this research and how it will contribute to the growing body of 
literature on the subject are also reflected upon. 
  
Concluding, this chapter provides the reader with a complete overview of how the thesis is 
structured and what this research aims to achieve. 
1.2 General Background  
The Arab Gulf states have undergone rapid development since their receipt of huge oil 
revenues in the 1970s. Consequently, the public sectors in each of these territories (Bahrain, 
Kuwait, UAE, Qatar, Oman and Saudi Arabia) have been substantially enhanced. Their 
greatly increased incomes have allowed the governments of these countries to gradually 
modernise the services they offer to their citizens while simultaneously improving service 
quality and cost effectiveness in a common drive for excellence (Jakka, 2004). To arrive at a 
sound appreciation of the dramatic changes in the public sector, it is necessary to explore the 
actual context in which government agencies function by examining the public-sector 
reforms and the movement towards quality (Salem, 2009). Because of its unique system of 
government, not just among the Gulf Cooperation Council (GCC) countries but also in the 
wider Middle Eastern and Arab contexts, this is a particularly interesting exercise in the case 
of the UAE (Salem, 2009). 
 
The UAE has two formal layers of government: federal and local. This structure applies to 
each of the seven emirates: Abu Dhabi, Dubai, Sharjah, Ajman, Umm Al-Quwain, Ras Al-
Khaimah and Al-Fujaira UAE. Constitutionally, local economic resources are managed and 
controlled by the local governments, which in turn contribute to the federal budget. The two 
wealthiest emirates, Abu Dhabi and Dubai, contribute up to 90% of the annual federal 
budget. Abu Dhabi is responsible for a contribution of 75%, since it is the largest and richest 
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emirate in the federation (Salem, 2009). Public sector and agencies such as ministries, 
municipalities and bodies responsible for hospitals, the police, the military, sports, education, 
transport and telecommunications all receive their funding from the federal budget (Salem, 
2009).  
 
Abu Dhabi is the capital of UAE. Geographically, it is the largest emirate in UAE with a land 
surface of 87% of the total area of UAE. Abu Dhabi is considered the wealthiest of the 
emirates in UAE, with 8% of world oil reserve and nearly 3% of gas reserves (Reiche, 2010).  
 
Therefore, while UAE has a federal political system and local government autonomy in 
which each emirate has responsibility to control its natural resources and debts - Abu Dhabi 
contributes heavily in federal government functions such as defence, police and UAE foreign 
activities. 
1.3 The nature of public-sector organizations in UAE 
It is necessary to appreciate the working practices and ethos of public-sector organizations in 
the UAE, as they are somewhat different from their Western counterparts. Indeed, in all Gulf 
States, norms deriving from tribal, social and contextual influences underpin their mode of 
operation, such that both formal public management systems imported from the West and 
informal systems driven by tradition are in evidence (Mansour, 2008). In this respect, the 
observation is made by Salem and Jarrar (2009) that the antecedents of public administration 
in Arab countries are legacies of the colonial period, culture, customs and religion.  
 
Hence, a dualistic approach is seen in government and public-sector administration (Salem, 
2009). The fact that the UAE is comprised of seven emirates is also a consideration, 
according to Mustafa and Mansour (2008), who suggest that the federal and local authorities 
must co-exist comfortably and that this co-existence is facilitated by a mixture of both formal 
and informal administrative practices, according to which each sheikh informally controls 
and manages his own emirate’s economic and other resources in the Majlis (assembly) 
without any conflict with federal policy. 
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In Arab culture, and particularly in the UAE, the Majlis operates as a vehicle for local or 
social democracy and is the means by which the individual sheikhs or sub-sheikhs meet with 
their citizens to discover their opinions regarding certain socio-political issues and to discuss 
their needs according to Mustafa and Mansour (2008). Citizens’ requests are considered 
rationally at the Majlis, and the sheikh may act as an advocate with the federal system on 
behalf of the local citizens.  
 
The affiliation amid the sheiks and their personal populations is significant from a federal 
government perspective because it facilitates the meticulous situations for each Emirate to be 
appropriately understood, thereby enabling the federal machine to see that the national cake 
is evenly distributed among the entire population while caring for the wellbeing of the 
inhabitants (Mustafa and Mansour, 2008).  
The findings, needless to say, is important to the government and the certainty that the unique 
cultural and social character of United Arab Emirates is being upheld through the 
conservation of the privileges and rights of citizens and, more so tribal individuals, to 
converse directly with the sheikh accountable for their requirements (Government of UAE, 
2009). 
1.4 Public-sector reform in the UAE 
Widespread public-sector reform has been facilitated in the GCC by large oil revenues, 
particularly over the last 25 years. Great improvements have been made in the provision of 
services to citizens and indeed in the conditions of work enjoyed by employees of public-
sector organizations (Rees and Althakhri, 2008). In the UAE, such reform has taken the form 
of E-government initiatives introduced in an effort to secure sufficient strength within the 
public sector to cope with the demands of economic growth (Mustafa and Mansour, 2008).  
 
Approaches of this kind are common in Arab countries, where the public sector assumes a 
dominant role in stimulating such growth (Rees and Althakri, 2008). The promotion of 
sustainable economic growth is one of the UAE’s strategic goals (announced in 2007), as 
indicated by the Prime Minister Sheikh Mohammed Bin Rashid Al-Maktoum in his first 
federal-government strategy statement (Government of UAE, 2009). This policy statement 
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stresses that widespread public-sector upheaval is needed to modernize its delivery and 
guarantee service quality, cost effectiveness, high productivity levels, effective management 
of human resources and the empowerment of all public-sector agencies. The prime minister 
stated that, “Our vision is that we become one of the best governments in providing quality 
services, nurturing creative minds, building national talent, innovating solutions and 
adopting international best practices” (Grant et al., 2008). This aim was to be achieved by 
ensuring the compatibility of all government systems with quality service demands. To this 
end, the cabinet office established ministerial council for service, responsible to the federal 
government for the implementation of public-sector reform initiatives. 
 
On the other hand, the instigation of transformational schemes within the public sector has 
not been simple. The intricacies witnessed have been caused by the cultural and social 
traditions that define the administrative system of several of the Arabic states, forming 
obstructions linked to the widespread traditions of the social, tribal and political support and 
which require being prevailed over in its totality (Salem, 2009). According to provisions by 
Ayish (2005), the United Arab Emirates has portrayed uniqueness amidst the Arabic nations 
with respect to the reform strategies integrated within the public sector or. These are to be 
attributed to the nation’s vigorous political leadership, its integration of administrative agility, 
and the constant supply of adequate resources. 
 
The different modes of governance, which it is possible to observe, have developed in the 
UAE, according to Salem and Jarrar (2009).  
 
The governance model applies to the UAE, as it explicates the need to develop greater 
collaboration with and amongst all public-sector agencies and a push to develop the 
infrastructure to support it (Salem and Jarrar, 2009). The model suggests that UAE exhibits a 
competitive mode with potential for a collaborative mode, particularly where emphasis is 
placed on developing “political trust”, “technological trust” and “social trust” (Salem and 
Jarrar, 2009; Al-Khouri, 2013).  
 
Developing layers of trust (technological, social, and political) on a virtual space in all 
dimensions of e-governance is a difficult task. However, field studies have demonstrated that 
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virtual collaborative relationship (VCR) enhances performance if investments are made in 
interpersonal trust dimensions: namely, calculative, competence, relational, and integrated 
dimensions (Paul and McDaniel, 2004).  
 
Another application of Salem and Jarrar’s (2009) model is that it has demonstrated the 
current position of UAE governance by using a collaborative/relational mechanism. In this 
way, it encourages government agencies in the UAE to examine trust vis-a-vis the role they 
play in forming, transforming, or discontinuing co-operative relationships (Neergaard and 
Ulhoi, 2006). There is evidence which links citizen satisfaction, e-governance and trust 
(Welch et al., 2005).  
 
Al-Mashari (2007) observes that the UAE has ambitions to become a “knowledge economy”, 
and that, to achieve this aim, a new government model is required. In response,                    
E-government is being introduced as a means of facilitating the transfer of information and 
knowledge between the general public and the government (Al-Mashari, 2007). The federal 
government has provided fundamental support for this initiative via the establishment of the 
General Information Authority to promote E-government services in all seven emirates 
(Ayish (2005); Salem and Jarrar, 2009) although the emirates are expected to vary in their 
application of the E-government system (Mansour, 2008).  
 
In practice, Mustafa and Mansour (2008) warn that a lack of “e-awareness” and readiness 
among much of the UAE population is likely to limit the number of users. While citizens may 
be neither aware of nor ready for the use of technology, there has nevertheless been a focus 
within government agencies on training staff to benefit from the advantages information 
technology can bring to their home organizations (Salem and Jarrar, 2009). Another 
initiative, launched in response to globalized competition, is the Government Excellence 
Programme (Salem, 2009), which has received strong support from the UAE executive 
leadership. When presenting the Federal Government Excellence Award in 2009, the Prime 
Minister said, “Excellence would be achieved through creative initiatives based on scientific 
methodology and the adoption of world-class best practice” (Salama, 2010).  
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So that the concepts of excellence in all government operations can be properly underpinned 
the government’s first steps towards the implementation of these new initiatives have 
included comprehensive reviews of government training programmes and human-resource 
policy and structure (Mansour, 2008). “Excellence” as a condition to be aimed at is still very 
much a new idea within the UAE government. Mustafa and Mansour (2008) argue that the 
implementation of the “excellence blueprint” by public-sector organizations must be 
facilitated by more scientific research and general support. 
1.5 E-government in UAE 
Previously known as “E-government”, the name of the department, which controlled            
E-government initiatives in Dubai, was changed to the “Dubai Smart Government 
Department” in June 30, 2013. Sheikh Mohammad Bin Rashid Al Maktoum, the Vice-
President and Prime Minister of the UAE and the Ruler of Dubai presented the new name. It 
is consistent with the smart-government initiative of the sheikh: “A government which does 
not sleep, works 24 hours a day, 365 days a year, as hospitable as hotels, quick in processing 
its interactions and easy in its procedures” (Gulf News, 2013). Sheikh Hamadan Bin 
Mohammad said that, “We are looking forward to being a centre of government work where 
excellence is no longer our goal, but creating pioneering work through a paradigm shift in 
Dubai Government services at all levels in line with the directives of the UAE’s supreme 
leadership and making unprecedented historical achievements for the public service in a 
manner that satisfies the public and in harmony with the requirements of the new stage” 
(Gulf News, 2013). 
 
A detailed study of the academic literature reveals numerous articles and reports concerning 
E-government in the UAE, merely highlighting most research on the subject is fairly generic 
and limited to that which features how E-government can help and what positive outcomes 
can be achieved through E-government. Meanwhile, the UAE is leading other countries in the 
Gulf Cooperation Council (GCC) and the Middle East and North Africa (MENA) when it 
comes to technology readiness and infrastructure development. It is the vanguard and 
forerunner of adopting advanced technologies to enhance and augment the working of 
government services (Al-Khouri, 2013).  
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The ruling emirs and top management of UAE have a vision of developing their emirates into 
one of the world’s leading nations, and they have very clearly charted their vision with a 
strong emphasis on increasing efficiency and effectiveness, becoming socially responsible 
and sustainable, and enhancing systems and processes to become more efficient, robust and 
agile (Group, Oxford Business (2014); IBP Inc., (2012); Davidson (2011); Low, 2012).  
 
Instigation of E-government projects is also part of the same vision: E-government projects 
are aimed at increasing the competency and efficacy of the government system. The             
E-government projects aim to assist in policy-making, governance and service delivery. One 
of the major postulates of the UAE government’s strategy is to enhance and improve the 
delivery of public services such that they are more “citizen-centric”. The UAE government 
aspires to meet international standards of service quality and service delivery to their citizens. 
The major focus of the government is on improving the standards of education, healthcare 
and the judicial system. The government also intends to improve innovation, sustainability 
and government services. 
 
One of the key models, which serve both as a stimulus and a vision, is that offered by Layne 
and Lee (Al-Khouri, 2013). Layne and Lee propose a four-stage process model, which 
elaborates on how E-government systems and applications have evolved, as illustrated in 
Table 1.1. The four stages are information, interaction, transaction and transformation (Layne 
and Lee, 2001). These stages also indicate and highlight the increasing technological 
complexity of the system and various dimensions and stages of E-government systems. 
 
In the initial stages, the complexity of technologies is also low, as is the maturity of the 
system; but as system maturity increases, functionality and complexity also increase. 
 
A study by Al-Khouri (2013) revealed that the majority of E-government portals and systems 
in UAE are being used for sharing information or cataloguing. There is no interaction with 
the user, and 57% of all the government’s online presence is completely one-way, being in its 
infancy. Only 23% of websites offer interaction or any form of online transaction between 
users and the portal.  
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Table 1.1: Stages of E-government 
Stage Descriptions 
Stage One: 
Catalogue 
The first stage of the model is simply about having an online 
presence: a website which offers very basic information and 
has some reports of publications or any presentation or forms 
which can be downloaded. Users cannot interact with the 
website, and communication is limited, being one-sided. 
Stage Two: 
Transaction 
The second stage highlights the user’s increasing interaction 
rather than simply posting information to the system, a user can 
also submit information, register complaints/licenses, etc. 
Stage Three: 
Vertical Integration 
This third stage is about enhancing the level of services and 
integrating multiple subsystems and multiple similar functions. 
At this stage, the E-government system’s capabilities are able 
to offer complete information specific to a single department. 
Stage Four: 
Horizontal 
Integration 
The fourth stage reflects the highest stage of E-government 
model maturity, complexity and even functionality. The system 
has expanded in all directions and serves as a one-stop 
destination for all services being offered by multiple 
departments. 
 
Thus, we can say that barely a quarter of the E-government systems in the UAE have matured 
into the second stage. Only one fifth of the E-government services in UAE is “vertically-
integrated” or offers deeper integration. Unfortunately, none of the E-government service 
portals were found to be mature enough to qualify as “horizontally-integrated”.  
1.6 Distribution of E-government Services across Emirates 
The distribution of e-services is not uniform across the entire UAE. Dubai and Abu Dhabi, 
being financial hubs, have the majority of e-services and E-government systems.  
 
One positive aspect of the study is that all seven states have some sort of e-services in place; 
though not even one emirate has services of a level, which could be considered as having 
matured to the transformation stage. The leading emirates for provision of such e-services are 
Abu Dhabi and Dubai; however, even most of their systems currently only offer a one-sided 
sharing of information (Al-Khouri, 2011). 
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1.7 E-government Evolution in UAE 
However slowly, the government is gradually beginning to invest in infrastructure for          
E-government and e-services; the level of “people-readiness” is also increasing. Above all, 
perhaps most significantly, the UAE has the opportunity to learn from previous experiences. 
The current state of E-government in UAE is promising: Abu Dhabi is presently leading in 
services being offered electronically whilst Dubai is foremost in the field of complexity and 
functionality scale (Al-Khouri, 2011). 
1.8 E-government Ranking of UAE 
Once every two years, the United Nations conducts an assessment of all member countries 
and issues a ranking of their status based upon the maturity and functionality of their            
E-government systems and process. The Department of Economic and Social Affairs at the 
UN issues the ranking. In 2014, the Department of Economic and Social Affairs at the UN 
performed a comprehensive survey and assessment of 193 countries. The main theme of the 
survey was E-government for future needs (UNPAN, 2014). In line with the survey, UAE is 
among the world’s top 50 countries with some of the best E-government systems. UAE’s 
precise ranking is 32 out of 193. Table 1.2 indicates the parameters, showing the ranking by 
index type. 
Table 1.2: UAE's Score on Various E-government indexes 
Index Type Ranking Points Score 
Online services index 1 12 
E-participation index 2 13 
Telecommunication 
infrastructure index 
3 43 
Human capital index 4 117 
(Adapted from UNPAN, 2014) 
 
The sources used in the index above include “online services”, which were scored out of 20. 
In terms of online services, UAE scored 12, which is a slightly lower than the expected 
number. The reason for this score is the level of maturity offered by E-government services: 
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Most Dubai Smart Government Department services for E-government services are currently 
offering one-way communication between end-users and the government only. For this 
reason, the net score for online services was; in general, noticeably lower than for that of 
other countries.  
 
The second factor measured by the study is the “participation Index” which, once again, was 
scored out of 20. This time, the UAE scored low in this index because, with E-government 
services in their formative stages, the relative trust users have in the services and level of use 
is also relatively low (UNPAN, 2015). 
 
The third measure “telecommunications infrastructure” is scored out of 50 and is a measure 
of how well a country is equipped to handle E-government infrastructure and load. Here, the 
UAE scored exceptionally well due to its extensive and elaborate infrastructure for the 
provision of Internet and other telecommunication services, which allow users to access      
E-government portals and websites.  
 
The final measure listed on the index takes stock of the portion of a country’s human 
resource capital that is capable of both using and administering E-government services. In 
this regard, the UAE once again ranked highly because the UAE workforce is well educated 
and extremely well-trained, because government initiatives are set up to equip civil servants, 
and because the general population regarding the use and development of its E-government 
services. UAE is second amongst the GCC countries on the list due to its high E-government 
development index (EGDI). Also, UAE appears with the top 20 countries reporting high 
investment and development in E-government and is amongst the top 20 of those countries 
delivering online service globally. 
 
Table 1.3 shows the ranking (32, in 2014 – down from 28 in 2012) of the UAE government 
by the United Nations for E-government development index (EGDI).  
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Table 1.3: Ranking of Gulf Countries 
Country 2014 Rank 2012 Rank Change in Rank 
Bahrain 18 36 18 
United Arab Emirates 32 28 4 
Saudi Arabia 36 41 5 
Qatar 44 48 4 
Oman 48 64 16 
Kuwait 49 63 14 
(Adapted from UNPAN, 2014) 
The UAE ranks 32 (in 2014), higher than Saudi Arabia (36), Qatar (44), Oman (48) and 
Kuwait (49). The only other country in the region to have a higher ranking than the UAE is 
Bahrain - a country that outranks all the other GCC nations by a huge margin (EGDI 2014: 
0.8089, Rank 18).  
 
The UAE has an index almost twice as high as the global average (EGDI 2014: 0.4712) and 
significantly higher than the regional average (EGDI 2014: 0.6838). It has held a steady 
position in the global rankings of E-government, neither showing an increase nor decrease 
larger than six points over the last eight years. This pointer would seem to indicate that        
E-government is starting to stagnate and that greater amounts of input in terms of planning 
and development are required if the UAE is to achieve a rank within the top twenty-five      
E-government countries globally. 
 
As a part of the development of greater collaboration with and amongst all public-sector 
agencies, there has been a push to promote an infrastructure to support it. Al-Mashari 
observes that the UAE has ambitions to become a “knowledge economy” and that, to achieve 
this aim, a new government model is required. As a response to this need, E-government is 
being introduced as a means of facilitating the transfer of information and knowledge 
between the general public and government (Al-Mashari, 2007).  
The federal government has provided fundamental support for this initiative through the 
establishment of the General Information Authority to encourage E-government services 
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throughout all seven emirates (Ayish 2005; Salem, 2009)—although the emirates are 
expected to vary in their application of the E-government systems (Mansour, 2008).  
 
In practice, Mustafa and Mansour (2008) warn that a lack of “e-awareness” and readiness 
amongst much of the UAE population is likely to limit the number of users and the 
percentage of usability. Whilst citizens may not be aware of or ready to use technology, there 
has nevertheless been a focus within government agencies on training staff regarding the 
benefits and advantages information technology can bring to their organizations (Salem, 
2009). In view of the above discussions, the main objectives of this study are to generate 
information to fill the void in the current literature and to help find a roadmap to facilitate the 
efficacious, effective and positive enactment of E-government based on the experiences of 
other developed countries.  
 
The existing literature was examined in the context of UAE government departments by 
using interviews and questionnaires to identify the best strategic roadmap with which to 
affect a successful and worthwhile execution of E-government. 
1.9 Research problem 
Various studies worldwide have examined the effectiveness and measurement of                  
E-government. However, there are no studies including the UAE, which assess the 
effectiveness of E-government in UAE’s public sector. Moreover, literature covering the 
effectiveness and measurement of E-government in UAE is significantly limited.  
 
The findings of this research will contribute to the knowledge and understanding of the 
subject of strategic road mapping of a successful implementation of E-government and its 
potential applications by the UAE public sector.  
 
The UAE government adopted the E-government initiative to increase the effectiveness of its 
performance for services being provided to society, citizens, business, and government 
agencies. However, many governments around the world have adopted such initiatives. Many 
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of these have failed to implement E-government effectively and thereby gain the desired 
benefits.  
 
Various countries around the globe have developed E-government systems: The practice of 
developing systems or mechanisms for electronic delivery of service is as popular in 
developed countries as it is in developing countries. Developing any e-system requires 
serious effort and much thought and determination. Despite all the hard work and dedication, 
most projects are confronted with numerous obstacles and barriers (Norris 2007; Assar, et al., 
2010; Aikins, 2012 Hashim et al., 2016). 
 
The problem, which this study aims to explore, is a product of the fact that there is little use 
of E-government services in UAE’s public sector and much room for improvement. The 
public sector must adopt and engage citizens through the use of e-services. Henceforth, the 
objective of this study is to investigate the critical success factors responsible for the failure 
of the implementation of projects pertaining to Dubai’s E-government in UAE. As a result of 
this investigation, the study will develop a guiding framework for addressing the critical 
success factors and barriers of future E-government projects.  
 
The secondary literature and academic journals contain a substantial amount of research 
pertaining to the various barriers and CSF. However, unfortunately, they are not specific to 
UAE or to the GCC region, thereby creating a vacuum in the knowledge base for UAE and 
other Gulf countries. Hence, there is a need to understand that UAE, being a multi-cultural 
“melting pot”, is unique compared to other countries. While it has a strong Arab culture 
rooted in its base, it has simultaneously adopted western practices of diversity and inclusion. 
 
This study enhances the quality of the evaluation process, emphasizing and exploring the 
importance of critical success factors for the appraisal of E-government services in the UAE. 
Many researchers have emphasized the need to examine the critical success factors, which 
enhance the successful implementation of E-government to develop a roadmap for 
government and to ensure the effectiveness of E-government (Ziemba et al., 2016). 
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1.10 Aims and Objectives of the Study and Research Questions 
The research aims are as follows: 
 
A1  To investigate the current situation of E-government in UAE, and 
A2  To identify the critical success factors for successful implementation of E-government 
in UAE’s public sector with specific reference to government employee users.  
 
To achieve these aims, the following objectives have been reflected upon: 
i. To identify the critical factors for a successful implementation of E-government, 
ii. To identify the criteria of measurement of successful E-government, 
iii. To identify the barriers hindering the implementation of E-government in the public 
sector, 
iv. To investigate the critical factors that are deployed in E-government in UAE, and  
v. To develop a roadmap for successful implementation of E-government in the UAE 
public sector. 
 
Research Questions: 
 
To realize the above aims and objectives, the following fundamental questions have been 
considered for this research: 
 
RQ1 To what extent can successful E-government be measured? 
RQ2 What are the critical success factors for a successful implementation of         
E-government? 
RQ3 What are the barriers hindering the successful implementation of                   
E-government in the public sector? 
RQ4 To what extent does the application of the identified critical success factors 
lead to overcoming the barriers to successful implementation of E-government in the 
UAE? 
RQ5 What are the maturity levels of public sectors in UAE? 
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1.11 Knowledge Gap 
Some studies have considered E-government effectiveness in the context of the United Arab 
Emirates. Al-Zaabi et al (2012) stated that there are no studies examining perspectives of     
E-government in the UAE, and its implementation, or evaluation of effectiveness. Chatfield 
and Alhujran (2009) stated that limited numbers of empirical studies contained material on 
the subject of effectiveness of E-government in the UAE. 
 
Chatfield and Alhujran (2009) stated that normative stage models applied by scholars for 
evaluating E-government capabilities in the UAE are neither valid nor grounded in theory. In 
addition, they often missed great opportunities to explicate and examine the dynamic 
interplay between internal and external forces, socio-economic factors (including government 
size, culture, income) and technological factors (including maturity of ICT capabilities). 
 
In view of the above knowledge gap, this manuscript explores the central concerns of the 
effectiveness of E-government implementation in the public sector of the UAE. In particular, 
the study focuses on rigorously examining contextual factors (socio-economic, technological, 
internal/external), (Chatfield and Alhujran, 2009) and how they either contribute to inhibit or 
facilitate the implementation of E-government in the UAE. The study makes a vital 
contribution to knowledge by fostering our understanding of E-government in UAE and 
strategies for overcoming the factors hindering E-government (Awan, 2008; Mansoori et al., 
2016).  
1.12 Gaps in Research and Practice 
During the last decade, services driven by information and communication technology (ICT) 
have advanced phenomenally. Since the advent of the Internet some four decades ago and the 
invention of the World Wide Web some two decades ago, the use and application of these 
technologies has seen a hereto-unforeseen exponential increase. The use of ICT and Internet-
driven services and applications has quadrupled, and it is anticipated that, in the future, 
people will come to rely even more heavily on such services such that their use will only 
increase further (Weerakkody and Dhillon, 2009).  
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Overall, society has also transformed and has become more aware of technologies; 
meanwhile, the “readiness level” to use and trust e-services has also radically improved. In 
short, society has become more technologically proficient and Internet-savvy, and e-services 
are (Sahu, 2009) being used in schools and workplaces for socializing and networking 
(Pennell et al., 2015; Lei et al., 2014; Thomas 2011; Chan 2013; Costantino et al., 2014; 
Long 2012).  
 
E-government or the provision of e-services or e-public services to people by governments 
has also gained widespread popularity, turning into a global phenomenon. E-government 
services rely on the use of information and communication technology the and Internet to 
offer a platform which facilitates the exchange of vital information and knowledge, while at 
the same time making available services or facilities that connect people to government 
(G2C) and/or businesses to government (G2B) and/or other governments to government 
(G2G) and/or governments with their employees (G2E) (Sahu, 2009).  
 
In recent years, further research has been conducted on the subject, and many countries have 
implemented their E-government models and systems. Unfortunately, many countries do not 
consider the unique challenges and critical areas specific to them and instead aim to replicate 
existing models without careful examination of barriers and critical success factors (Janssen 
and Kuk, 2007). This indicates a major gap between research and practice. 
1.13 Significance of the Study 
Scholars find evidence that although UAE and in particular Dubai is a leading E-government 
model in the Middle East the extent of participation and inclusion (Sahraoui, 2007) is declining, 
especially in the G2B dimension (Awan, 2008; Carrizales et al., 2006; Holzer and Kim, 2006). 
This study’s key significance lies in its contribution to our understanding of the dynamics of     
E-government in the UAE context leading to the development of an overarching framework 
facilitating practical and successful implementation of E-government strategies to reverse the 
declining trend (Carrizales et al., 2006; Holzer and Kim, 2006). 
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In addition to the above, the study was conducted with an emphasis on the public sector so as 
to strengthen the role of E-government for administrative and institutional reform (Dawes, 
2008) and inclusion (Sahraoui, 2007) in the UAE public sector (Kamoun, 2014).  
 
An improvement of E-government in Dubai will assist in stabilising the economy of UAE by 
garnering attention from outside the Emirate states and from residents of the Emirates. The 
collective efforts of this research will contribute to the enhancement of current E-government 
policies and practices, which may in turn initiate an increase in the optimization and 
effectiveness of E-government, not only in UAE, but also in other, neighbouring states. 
1.14 Research Approach and Planned Journey 
Research design is as distinct as the overall strategy a scholar plans to use to answer the 
original research question (Saunders et al., 2012). Collis and Hussey (2014) define research 
design as the science (and art) of planning procedures for conducting studies so as to obtain 
the best findings (Vogt, 1993, p.196). As is widely acknowledged, researchers who conduct 
any type of research to guide themselves throughout the study process almost always require 
a detailed plan. The approach this particular research takes consists of formalising clear 
objectives resulting from the research questions and then specifying the data sources and 
collection and the data analysis (Saunders et al., 2012). The research plan consists of three 
main steps: The defining and designing phase, data collections/analysis and finally, the 
conclusion, as illustrated in Figure 1.1.  
 
In the defining and designing phase: a comprehensive literature review on E-government in 
the world, to include that of the Dubai E-government’s initiative; a definition of the research 
problem, research questions, aims and objectives and the research methods. Formulate 
hypotheses based on a gap analysis.  
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Defining and Designing Phase 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Data Collections and Analysis 
 
 
 
 
 
 
 
 
 
 
Conclusions 
 
 
Figure 1.1: Research Approach 
 
The second phase of the research is the data collection and analysis phase, which uses survey 
and interview questions. 
 
The third phase encompasses the research conclusions, which are produced as an outcome of 
the analysis of the results carried of the survey and interviews. 
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The last phase is to validate the findings with key Dubai Smart Government Department 
managers. This stage is perhaps best defined as “closing the loop between reason and 
practice. 
1.15 Thesis Structure 
This thesis is divided into nine chapters, each chapter standing in its own right, with the 
initial chapters offering the background to this study and presenting an overview of the 
research aims and objectives.  
The later chapters constitute a guide as to how the study was conducted, whilst the final 
chapters provide and analyse the information gathered and display the final results, analyses 
and conclusions of the study.  
 
Table 1.4 provides a brief sketch of each of the nine chapters of this thesis. 
Table 1.4: Thesis Structure 
Chapter Chapter Description 
Chapter 1: 
Introduction to the 
Research 
Chapter One presents the background information and the purpose of 
this research along with the main objective and aims of the study. 
Highlighting the gap in literature and how this research can help 
and/or contribute, this thesis pinpoints the reasons for this study and 
explains how it is both significant and relevant. The hypothesis and 
the overall structure of the thesis are also discussed in the 
introductory chapter. 
Chapter 2:  
Literature Review:    
E-government,           
E-government 
experiences in the 
Arab region and 
barriers to successful 
implementation of     
E-government 
This chapter offers an in-depth examination of secondary literature 
on E-government and what is meant by E-government and its 
definition. The difference between e-governance and E-government 
is also briefly discussed. Why countries are adapting to                    
E-government business models, what benefits E-government model 
provides and what challenges have been encountered by other 
nations. Various models of E-government, stages of E-government, 
categories of E-government and key areas of E-government design 
and development is also discussed in this chapter.  
 
This chapter, through extensive literature research, describes and 
discusses the implementation of E-government projects in countries 
across the world. The implementation of E-government in Egypt, 
Jordan, Bahrain, Kuwait, Qatar, and Saudi Arabia and the Asia 
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Pacific region is discussed.  
The issues specific to each E-government project are discussed. The 
relative success and failure of each regional government is discussed, 
and the various services they have offered over their tenure of          
E-government and the varied levels of success those services have 
had are also debated.  
 
This section conducts a review of literature on the subject of barriers 
potentially obstructing E-government. The barriers discussed in the 
literature are identified in different sub-headings for the reader’s 
ease. The sub-headings unearthed from the literature in this section 
are subsequently used to formulate a theoretical framework, upon the 
basis of which empirical analysis was conducted. 
Chapter 3:  
Research Methodology 
This chapter offers an explanation and justification of the research 
strategy. Following a detailed discussion of data-collection models, a 
justification is given with special focus on the sources from which 
information was obtained and on the selection of the sample of 
participants. The chapter ends with an explanation of the methods of 
data analysis adopted to ensure the validity and reliability of the 
findings and ultimately to provide research-backed answers to the 
questions raised in Chapter One. 
Chapter 4:  
Conceptual Model 
The conceptual framework section highlights a theoretical roadmap 
for the research questions to be addressed. It synthesizes the 
literature reviewed in the previous section whilst keeping in mind the 
research methodology to be employed, and it builds a basic model to 
consider the challenges in the implementation of E-government 
projects.  
 
It also provides a roadmap, which is used in sections to build up a 
theoretical framework for use in the empirical analysis of subsequent 
sections to deduce the relevance of various factors examined with 
regards to the implementation of E-government projects. It also 
looks at the potential features of a future roadmap that could 
potentially provide the foundations for the formation of                   
E-government project plans and their smooth and seamless 
implementation. 
Chapter 5:  
Theoretical Framework 
and Data Sources 
The theoretical-framework section outlines the various research 
questions the thesis endeavours to answer. It gives the researcher’s 
views on what the expected results of empirical analysis on data will 
be. The theoretical framework also offers statistical models that were 
tested during the research through hypothesis testing via statistical 
tools. The theoretical framework also discusses the sample of users 
to be surveyed, the interviews, the design of the survey, the process 
of analysing the interviews, the design of the questionnaire, how the 
validity of results was tested and the ethical considerations to bear in 
mind when testing the survey and interview results. 
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Chapter 6: 
Quantitative Analysis 
This chapter deals with the quantitative analysis of data gathered 
through the various research methods. Rigorous regression analyses 
and tests have been conducted on the data to intuit results. The 
chapter examines the data gathered through the questionnaires and 
gives it meaning, transforming the raw data into meaningful results 
that will prove helpful for future studies and forms the basis of the 
analysis in this study. 
Chapter 7:  
Qualitative Analysis 
This section of the thesis covers interviews conducted with mid-level 
and top-level management personnel who were part of the change 
process when incorporating various E-government projects. The 
section highlights and discusses the feedback attained through 
discussions with employees in Dubai Smart Government 
Department. It also correlates the views of employees with present 
literature and aims to highlight the salient features common across 
projects that lead to the success of E-government projects in Dubai. 
Chapter 8: 
Discussions 
The chapter holistically discusses the subject of E-government in 
Dubai; it gives the point of view of the author and his assessment 
based on both his primary and secondary research of the subject. The 
chapter discusses a potential roadmap for any future projects of       
E-government in Dubai, highlighting key factors, which require 
consideration, and the best industry practices which lead to 
successful E-government implementation. 
Chapter 9: Conclusion 
and Recommendations 
The final chapter of this thesis concludes the entire discussion, 
summing up the issue and identifying the limitations of this research. 
This chapter concludes the thesis by reiterating the initial hypothesis 
and examining the data in light of both literature and regression 
results concluded from primary research. It also discusses the 
potential future of E-government in Dubai, outlining the usefulness 
of this study and its contribution to future research. Finally, 
recommendations are made. 
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1.16 Chapter Summary 
Chapter one looked at the introduction of the research, which involves the aims and 
objectives on which the study is based.  
 
The concept of E-government, otherwise referred to as “Internet” or “digital government”, 
has been widely accepted and practiced in many countries throughout the world. 
Consequently, the UAE has joined in the acceptance of the scheme. Dubai, which is an 
emirate in the UAE, has become one of the fastest growing cosmopolitan states in the world. 
As such, the use of E-government for easy access to various products and services by both 
the citizens and other habitants have become extremely beneficial, if not necessary. 
 
In order that the services provided by UAE through the E-government implementation are 
improved, there is a need to identify those factors, which are likely to influence the 
effectiveness of E-government in Dubai and to consider various hypotheses to test the 
effectiveness of the project.  
 
The next chapter two focuses on reviewing the background of UAE and examining the 
history of E-government development in UAE. 
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2.0 Chapter Two: Literature Review: E-government,           
E-government Experiences in the Arab Region and Barriers 
to Successful Implementation of E-government  
2.1 Introduction  
Theoretically, E-government initiatives should contribute to enhancing the transparency and 
efficiency of E-government functions, thereby enabling associated services to be delivered 
more effectively for the population, as it should enable citizens to access government services 
from the comfort of their homes at the click of a button on their computers (Xiong, 2006). 
This would save citizens from traversing through multiple offices to ensure that their requests 
are heard and resolved. This would be possible through efficient information processing 
which uses multiple online transactions (Dada, 2006). Therefore, E-government processes 
could be optimized to use advanced digital technologies, which would facilitate significant 
efficiency in the tasks performed (Layne and Lee, 2001). 
 
According to a survey conducted by the United Nations on E-government in 2012, 
governments ought to consider not only the perception of supply status but also a demand 
(internal and external consumers) perception of it, particularly in matters pertaining to          
e-services (electronic services) (Chatfield and Alhujran, 2009). Several empirical studies 
particularly those on E-government assessments have been employed to review the needs of 
service provider sand citizens and to assess E-government. Survey approaches incorporate 
telephone interviews, questionnaires and face-to-face interviews with both state officials and 
common citizens (Agimo, 2003). Additionally, questionnaires are used for citizens while 
focus groups concentrate on state websites.  
 
A wide range of prevailing literature on E-government concentrates on the supply perspective 
(Janssen and Snijkers, 2004). The research mainly assesses governmental bodies, analysing 
the various forms of services facilitated online and assessing various obstructions and 
constraints to the successful implementation of E-government within the region (Goings et 
al., 2003) and the UNPAN (United Nations Public Administration Network), alternatively, 
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scaled and categorized E-government at the universal classification (UNPAN, 2005, Pena, 
2016) 
 
Several supply-centred perspectives of E-government have been criticized with respect to the 
intricacies of supply-side scaling. It is stipulated that a number of E-government scaling 
studies are biased and unreliable in estimating the progress made within E-government, as the 
findings of these benchmarks sometimes favour the nation, which instigated the scaling 
activity. With reference to Group (2000), insufficient research has been undertaken 
concerning the demand side. There exist two categories of clients: front-end (external) clients 
and back-end (internal) clients. Studies assessing internal clients should incorporate both 
technical and organisational infrastructure components to facilitate benchmarking of the 
engaged organizations against each other. Several surveys pertaining to external client 
contentment facilitate the rating of the organisation by the respondents concerning its 
individual performance or excellence with respect to a myriad of factors which offer some 
insights regarding the actual wants and needs by the clients in actuality, as far as utilization of 
E-government services is concerned (Wong et al., 2011).  
 
Excluding the assessment tools of the practitioner, one can deem the widespread engaged 
scholarly assessment tools, such as, SERVPERF and SERVQUAL. SERVQUAL is simply 
an assessment tool, which has been extensively employed to gauge the quality of services 
offered in both private and public sectors. This tool has been employed to gauge the quality 
of services offered within online platforms (Kuo, 2003). Given the stipulations offered by 
(Donnelly et al., 1995), this has facilitated the estimation of gap assessment amid the clients’ 
discernment and their anticipations of ideal service quality.  
Several approaches could be utilized by organizations in evaluating efficacy. Such 
approaches incorporate benefits and expenses evaluations, which are pertinent to, varied 
channels employed in service delivery and productivity evaluation (for instance, the quantity 
of time reduced or saved or the charge incurred for every transaction) or investment returns. 
To exploit a method, which comprehends competent gains, agencies must encapsulate 
excellence targets and indicators and integrate them to assess and measure the attainability of 
the objectives.  
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There have been multiple reviews conducted which aim to understand the reasons 
contributing to the failure of successfully implementing E-government initiatives (Aladwani, 
2016). Similarly, Dada (2006) has extensively debated on these reasons. For example, 
Cecchini and Raina (2004) and Heeks (2002) have concluded that the processes could be 
more efficiently implemented; thereby ensuring that the effort invested is fruitful. A miss-
match is often found within developing countries with respect to what the system can deliver 
and what is actually required. This could be attributed to physical, cultural, economic and 
contextual differences between the software designers and the surrounding scenarios 
(Anthopoulos, 2016). As a result, there is a huge need to apply a customised strategic 
roadmap to aid the implementation of a successful E-government in Dubai’s public sector.  
2.2 E-government Definitions 
E-government was developed and introduced by former U.S. Vice President, Al Gore, with 
the vision of connecting citizens to numerous government agencies, thereby enabling them to 
have access to all kinds of government services in an automated and automatic way. In this 
way, through communication networks and information, governments can improve 
performance, speed of delivery, lower costs and effective implementation strategy. Under the 
leadership of Vice President Al Gore, The National Partnership for Reinventing (NPR) 
published a blueprint in 1997 for developing an electronic government program called 
Access America (Al Gore, 1997). 
 
Still, like other prevailing ideas, diverse definitions of E-government exist among scholars 
and specialists. Several scholars define it as the government’s utilization of ICT (information 
communication technology) tools to provide clients and businesses with ample opportunities 
to interrelate and conduct business with the government by exploiting varied electronic media 
such as e-mail services, fax systems, phones, smart cards, the Internet, self-service kiosks, 
and EDI (Electronic Data Interchange), among others. It entails self-organisation by the 
government in terms of administration, policies, frameworks, and regulations mandated to 
conduct service and to organize, communicate and implement individual processes on a daily 
basis.  
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The United Nations sees E-government initiatives as associated with the use of information 
and communication methodologies (ICT) via wide area networks (WAN), mobile computing, 
and Internet services within government functions. The OECD meanwhile explains that       
E-government functions are more related to how information is processed by utilising 
associated communication technologies and the World Wide Web (WWW) or the Internet to 
ensure improved and better governance (OECD, 2003). 
 
E-government, therefore, is simply defined as the use of ICT to improve the effectiveness of 
a government’s process. On the other hand, it is sometimes defined as customers’ services, 
re-designed with technology or procurement through the use of Internet (Gordon, 2002). 
However, E-government involves more than just a website, email or processing transactions 
over the Internet. Day after day, E-government becomes another face of the same coin, which 
is the revolutionary technology that has accompanied the knowledge society. Accountability, 
transparency, and citizen participation in the evaluation of E-government implementation 
have been added by the E-government as new concepts (Mohammad et al., 2009). Pardo 
(2000) claims that, to understand the concept of E-government, one must first understand the 
general idea of government: a dynamic blend of main goals, visions, and functions. 
 
 Andersen and Henriksen (2006) view E-government services as simply a new way of 
delivering government services to citizens, business and other partners. Riley (2000) refers to 
E-government as the “digital government”, “online government” and even “transformational 
government”. There is general consensus among academics that E-government may be 
defined as the use of information and communication technology (ICT) to improve the 
efficiency and effectiveness of a government’s performance through the interactive access 
and use of information by government’s stakeholders. This can be seen in the meaning of the 
definition provided by the “world bank (2002)” website, which refers to E-government as the 
use of information and communication technology by a government so as to transform 
relations with citizens, business, and other arms of government. In support of this view, 
Kostopoulos (2003) states that E-government is the process of building a digital state in 
which public services and information can be offered electronically to a government’s 
stakeholders. 
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According to Silcock (2001), technology has changed every aspect of life: how people live 
and work, the way companies do business and, especially how governments serve their 
people. Now there is a real opportunity to re-invent government with the help of technology. 
Governments are applying principles and technologies to achieve a similar transformation.  
Similarly, E-government is a way to utilise technology to enhance access and services. It has 
the power to create a mode of service for citizens. E-government affects every aspect of 
organisation. It is not just a technology; nor is it a business activity or even a human resource. 
It is all about combined areas. At the centre is the customer (Silcock, 2001). 
 
According to Ho (2004), E-government has been stipulated as the effort by a given 
government to facilitate the communication, interaction and instigation of government 
information and facilities to inhabitants, businesses, employees and administrative bodies by 
use of computers and Internet-enabled resources. Despite being optional, E-government is 
equally crucial to nations in search for enhanced governance. Within an environment of 
thriving e-governance, states and policies perform a key role. Technology executes an 
accommodating role and remains momentous. “However, it cannot work alone” (Ho, 2004). 
As Gupta and Jana (2003) say, “Sometimes E-government is referred to as the second 
revolution in public management after new public management (NPM)”. The successful 
implementation of efficient and effective E-government processes contributes toward 
enhancing the status of the government amongst its citizens. Most E-government initiatives 
are based on integration and the use of Internet-based technologies (Gupta and Jana, 2003). 
From a service perspective, E-government processes are envisioned to function continuously 
and are supposed to exclude the normal inconveniences associated with visiting a 
government office (Teicher, Hughes, and Dow, 2002). 
 
From their study, Zakareya and Zahir (2005) maintain that, in the prevailing setting,             
E-government is a critical factor in identifying the requirements of governmental bodies with 
respect to views exchanged with businesses and individuals. It passes meaningful data to 
businesses and individuals by use of the Internet. Alternatively, the qualities of E-government 
are not merely to offer information and services to inhabitants but equally to elevate tactical 
connections amid the society and its respective departments. It also involves integration at 
varied governmental levels such as, local, city, and central. This association and integration 
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aid the harmonization of such links, thereby levelling the advancement and instigation of the 
government approaches, transactions, and policies and smoothing the utilization and 
execution of government processes, information and resources.  
 
Using this technique, the government can transact funds electronically to another 
governmental institution or provide information to public employees via an intranet system 
(Zakareya and Zahir, 2005). Furthermore, Burn and Robins (2003) claim that E-government 
encapsulates the building of relationships with both prevailing inhabitants and those to come. 
It entails the establishment of public contracts in offering enhanced services to the general 
public and businesses.  
The following are the key aims of E-government systems: 
a. Offer enhanced services approximately within the rising choices for citizens, 
b. Enhance the accessibility of the government and its facilities  
c. Broaden social events and instigate relationships, and 
d. Exploit information  
Gil-García and Pardo (2005) state that E-government is not about putting a few computers 
“out” or creating a website for information; rather, it is about transforming the relationship of 
government and citizens. The United Nation World Public Sector Report (2003) defines       
E-government as a way of transforming internal and external relationships with the use of 
present information and communication technology (ICT): “E-government is defined as the 
use of ICT to support processes within the government and for the delivery of services to 
citizens, organizations and businesses.”  
 
It is obvious from the range of definitions of E-government reviewed, that most of the 
definitions focus on efficiency instead of design, on IT infrastructure instead of on a 
human/context centric approach, and on prescriptive stages instead of spontaneous (organic) 
growth (Sahraoui, 2007). For reasons of convenience, in this study, these approaches to 
defining E-government are referred to as “traditional” (Sahraoui, 2007). While, insightful in 
their own right, the traditional definitions tend to exhibit a fundamental shortcoming in their 
central tenet which translates into the thematization of E-government definitions coming 
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down to mechanistic underpinnings and logical fallacy (Sahrouni, 2007). One can equally 
argue for their limitations with regards to their conceptualisation of space, place, and 
information technology (Graham and Marvin, 1996; Graham, 1998). 
 
This study departs from the traditional definitions because of the shortcomings enumerated 
above. The study envisages a definition with more conceptual clarity and contextual 
relevance to the UAE. It thus adopts the central tenets of newer critical approaches, arguing 
that E-government must be defined in the context of social inclusivity, organicism, and 
community centrality (Sahrouni, 2007). In addition, this researcher believes that the 
development of E-government IT infrastructure and human centeredness is bi-directional 
(meaning that they co-evolve, mutually reinforcing one another (Kemp et al., 2007). 
 
Due to this assumption, this study proposes that implementation of E-government in the UAE 
must take into consideration the relational perspective of UAE’s evolving context (social, 
political, cultural) and the smart government department’s evolving vision/mission 
(transparency, accountability, and participation) (Ettlinger, 2001). This study therefore 
advocates not only human-centred design but also context-centred design within what is 
referred elsewhere as a “socio-technical transition management” (Kemp et al., 2007). In view 
of the above, throughout this manuscript, E-government refers to  
A context centred design which takes in to consideration the processes of managing the 
transition and implementation of ICT infrastructure concurrently alongside the inherent 
needs of the citizenry to overcome barriers (social, political, cultural, and 
organisational) leading to enhanced participation, inclusivity, and democratic decision 
making of all.  
2.3 Difference between E-government and E-governance 
Going by the stipulations offered by Fang (2002), it is evident that the e-governance range 
surpasses E-government itself. E-government is described as information and service 
provision to the general public via the Internet. This system facilitates the participation of 
citizens in state affairs, for instance, via online debate forums and e-voting. Therefore,          
e-governance entails the participation of the citizens, government, judicial and parliamentary 
aspects. It introduces novel notions of citizenship and enhances communication between 
citizens and the government.  
  31 
This qualifies e-governance to encapsulate more inferences than E-government (Fang, 2002). 
Basu (2004) explains that e-governance processes are not linked merely with the state 
launching a website. Instead, the process relates to encouraging businesses, citizens and the 
government itself and optimising relationships between the three stakeholders to ensure the 
seamless co-ordination of the various groups involved. Anon (2001) relates e-governance to 
supporting, stimulating and managing the challenges faced within a country at multiple levels 
of operations. E-government processes are associated with fulfilling the everyday 
requirements of citizens, ensuring that they save on their expenses and are able to modify 
how they interact with various government agencies. Successfully implementing                  
E-government processes could contribute to a transparent, accountable and effective 
relationship between the general public, business owners and other related agencies and 
stakeholders (Anon, 2001). 
 
Whitson and Davis (2001) recommend that E-government processes be related to 
successfully implementing cost-effective business processes for citizens, industries, federal 
employees and associated stakeholders, thereby enabling them to conduct online transactions 
efficiently. 
 
A study regarding E-government conducted by the UN and the American Society for Public 
Administration (ASPA) considers E-government a process which encompasses the entire 
spectrum of information and communication technologies including fax machines and 
wireless communication devices, thereby contributing to the efficient functioning of 
government (UN/ASPA, 2001).  
 
Most modern definitions consider E-government processes to be synonymous with Internet-
based platforms. However, it should be added that the systems deployed need to bring about 
significant improvements in the quality of life for ordinary citizen in terms of how they have 
access to information and services and the range of functions offered. The process 
implemented should continually contribute to improving the quality of life for individuals by 
ensuring that the systems enhance citizens’ quality of life through the cost-effective and 
efficient delivery of services, information and associated knowledge. It should work towards 
the best the government can offer to its citizens. 
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2.4 Why E-government? 
The globalisation process is an approach towards the disparities amid costs and rising 
incomes within states. E-government schemes can be regarded as excellent tools in 
harmonizing all benefits. Direct products of E-government involve the savings attained from 
collection of taxes and governmental and public operations. The gap amid the citizens and the 
government is minimized due to unremitting interface with citizens, particularly in 
marginalized regions. The significance of indirect outcomes is equal to that of direct 
outcomes for instance, accountability and transparency when handling national resources and 
in decision-making approaches, capacity to alleviate graft case. However, E-government is 
not an ideal way out of all governmental predicaments in graft and corruption cases, nor can 
it overcome all societal blockades. However, it integrates change and exemplifies novel 
modes of organizational processes. This is among the myriad reasons for its precedence 
within nations under constant development. 
 
Ke and Wei (2004) identify the aim of the government as helping citizens with rapid and 
convenient approaches to embracing government services. However, this system is not as 
straightforward as many perceive. While several federal and state governments have 
contemplated a probable digital future and recommended it as a strategy direction in the mid-
90s, their approaches to this system have been slowed by myriad challenges. With reference 
to a study performed by the World Markets Research Centre (2001), it is evident that, of the 
2,288 state-wide governmental websites of 196 nations, merely 8% facilitate online services 
and facilities while 6% offer diverse services within their portals, thereby indicating the 
infancy status of E-government. Implementing a flourished E-government has therefore 
posed a great challenge to several public sectors from a global perspective, as stipulated in 
the World Markets Research Centre (2001). 
 
Several benefits are linked with the implementation of E-government. The predominant 
benefit of implementing this system is the improved efficacy of the prevailing system in 
addition to the savings of resources and time. It would equally enhance advanced the 
interface of businesses and the overall government. A perfect illustration would be the 
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facilitation of B2B and G2G communication by e-procurement; such services would allow 
small businesses to compete for government contracts with established firms. This would 
eventually result in an open market and rigid economy. Firms and individuals can access 
information quickly at any time of a day. What is more, embracing electronic systems and 
shunning paper-based schemes would minimize the required manpower. This would call for 
process handling by less-skilled individuals and eventually minimize operational expenses.  
 
The current society is marching towards the integration of mobile connections. The aptitude 
for the government facilities to be offered to citizens regardless of location within the entire 
state incorporates the subsequent and prospectively the largest benefit of this system: Under 
the condition that statistics and information are offered online, the concept becomes 
somehow “opened up” government and governmental strategy on information (inclusive of 
socially significant historical and archival statistics) while facilities become more and more 
accessible. This would mirror highly on the government’s transparent services. 
2.5 Benefits of E-government to Businesses 
The predominant benefit of E-governments with respect to businesses is that governments 
lower operational costs and improve information access (Alenezi et al., 2015). This means 
that an E-government minimizes all the charges affiliated conducting a business with the 
government (Gilbert et al., 2004). The firm is able to save money, time and effort, thereby 
enabling firms to focus on the key objectives of the business. The chances of minimizing 
corruption among other graft cases are very high due to the transparency involved (Andersen, 
2009). What is more, capital and time are sufficiently utilized, as no travelling cost is 
incurred and there are no long queues in government offices. Additionally, in case of 
incomplete transactions, possible return trips can be replaced with a single click of the 
mouse.  
 
E-government offers enhanced information services to businesses conducted in easily 
available approaches (Gilbert et al., 2004). Future planning is instigated by prospective 
predictions and data. The government is able to gather data on demographics, economy, and 
other trends. This eventually helps a firm evaluate its productivity and market share.  
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2.6 Benefits of E-government for Citizens 
E-governments are characterized by providing increased levels of convenient efficiency to 
citizens, thereby ensuring a better quality of customer service and convenience in accessing 
better information. Successfully integrating the processes of citizens ensures that they benefit 
from the timely availability of the government’s services. Ordinary citizens are therefore able 
to access multiple services from the relative comfort and confines of their residences instead 
of having to traverse considerable distances within specified times (Snead, 2014).  
 
E-government processes enable commonwealth governments to ensure the optimum 
utilisation of resources towards making certain that the end customer is benefitted in the best 
way possible. Since the major processes are provided electronically, E-government initiatives 
enable the state to focus on the finer aspects of good governance.  
 
A pertinent example of this is in reviewing the performance of the Department of Revenue 
(DOR). The department had to reduce its employee strength in the 1990s, simultaneously 
ensuring that the quality of its output remained unaffected. Pursuant to this initiative, it 
established electronic tax-filing processes and actively promoted the initiative within the 
general public. Consequently, there was an exponential rise in the number of tax filings, 
which increased from 222,000 cases in 1995 to 817,000 in the year 2000. By the end of the 
century, almost 26% of all returns were filed electronically, which ensured that, despite a 
reduction in the headcount, service standards remained unaffected.  
 
A related example refers to the “MassCARES” suite of applications, which helps automate 
routine tasks of caseworkers, thereby enabling citizens to independently retrieve information 
requirements. This encourages the caseworker to focus more on assisting consumers.  
 
Efficient E-government processes facilitate effective dissemination of information amongst 
citizens. This positively impacts the lives of citizens. It therefore becomes more convenient 
for citizens to access information and facilitates a greater optimization of resources. Thus, for 
example, the Business License Look-Up service enables citizens to check and confirm their 
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online information within the portal for licensed professionals in the commonwealth. This 
allows professionals to periodically monitor their profiles by themselves. Government 
therefore helps its citizens and contributes to creating a positive image for itself within 
society (Kurfali et al., 2017). 
2.7 Stages of E-government 
In a study conducted by UN/ASPA (2001), E-government was partitioned into five 
categories: seamless, transactional, interactive, enhanced, and emerging. From this study, the 
emerging phase included the creation of a government website via a small number of self-
regulatory official sites. This phase is characterized by basic, limited and static information. 
For the enhanced phase, information and content of the E-government is revised with 
enhanced uniformity. The information and services are dynamic due to the enhancement of 
the government sites.  
 
The interactive stage is the third stage of E-government initiatives. Here, citizens regularly 
interact with governments to ensure flexible, two-way communication channels. Users are 
able to download forms and associated documentation and may contact a government 
representative to resolve issues. Customers are also able to send individual requests to the 
administrator of the system.  
 
The fourth stage is related to the transactional stage of the E-government initiative. Here, 
users are helped to conduct financial transactions. The process therefore deals with the 
absolute integration of all e-functions and services, thereby facilitating the operation of all 
administrative and departmental functions.  
 
Layne and Lee (2001) explain that E-government initiatives are gradually implemented 
through a process of cataloguing and transacting vertical and horizontal integrations. 
Therefore, the cataloguing process entails establishing a departmental presence and involves 
minimal interaction with the end-user. The process in this stage is primarily focused on 
gathering the relevant information regarding the on-going processes and translating it into a 
web-based function. This is the pre-cursor to the launch of a formal E-government initiative. 
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The government put efforts into initiating on-line interfaces in the context of transactional    
e-services, such as paying fees electronically. As the number of users gradually increases, the 
system administrator would integrate various processes, concluding with the vertical and 
horizontal integration of various processes.  
Vertical integration refers to integrating similarly functioning walls within multiple systems. 
Correspondingly, horizontal integration relates to systemic integration across various 
functionalities so that changes within a specific paradigm would lead to automatic checks 
relating to data in different paradigms.  
 
E-government has been divided into five stages, and this division is based on user 
interactions and degree of technical sophistication (Moon 2002). They are as follows: 
1. Simple information dissemination, 
2. Two-way communication,  
3. Service and financial transactions, 
4. Vertical and horizontal integration, and 
5. Political participation. 
 
Layne and Lee (2001) have presented a similar framework as Moon (2002) up to the fourth 
stage. The fifth stage, presented by Moon (2002), is political participation. Political 
participation is web-based. The websites for the government must include online opinion 
surveys, online public forums, and online voting to carry out wide and direct public 
interactions.  
 
The government and its activities must be re-vamped if the processes are to be re-designed. 
The ability to re-design the interaction of citizens and public administrators is the actual 
challenge. Citizens may include commercial organizations, public administration and 
business process re-organisation (Lenk and Traunmüller 2000). For the delivery of services, 
there is a need for a strong interactive system such that the organisation maintains a thorough 
understanding of specific and related organisational roles (Devadoss, Pan and Huang, 2002). 
 
For E-government, it is not only necessary to implement an efficient IT system; it is also 
required that the work processes are re-engineered and enhanced to attain higher levels of 
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productivity from the system (The Audit Office of New South Wales, 2001; Andersen and 
Henriksen, 2006).  
 
E-government has been defined as an entity, which makes use of information technology, 
specifically e-commerce, to provide convenient access to government services and 
information for both organizations and citizens (Turban et al., 2000). Hence, based on this 
definition, E-government has vital components such as e-commerce and ICT; additionally, a 
strong relationship between E-government and e-commerce must be present.  
 
Four external and internal factors are included as part of E-government (Moon 2002). These 
are the following: 
 
i. “To enhance the governmental agencies’ interactions, a central database and secure 
Intranet must be established;” 
ii. “A web-based service delivery must be developed;” 
iii. “Transaction activities should be made efficient through e-commerce application 
implementation;” 
iv. “The government must be transparent and accountable, which is why digital 
democracy is to be adopted.” 
 
For the Internet, e-commerce is an essential application, and the authorities to ensure that 
computers are used and communication processes are facilitated are applying it. Businesses, 
institutions and citizens must actively interact. The services being offered must be efficient, 
effective and must remove all difficulties to help reduce user costs and attain the goals and 
aims of these users. E-government must be treated as a tool to attain the goals and objectives 
and should not be considered a solution for inherent inefficiencies (Du and Atallah, 2001). 
 
This research adopts the fifth stage of development to evaluate the strategies and barriers, 
which could inhibit or facilitate the implementation of a successful E-government in the 
UAE. The reason for adopting the fifth stage of the model is based on the findings of an 
empirical study, which evaluates E-government across 16 Arab countries and assesses their 
respective development stages and E-government delivery capabilities (Chatfield and 
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Alhujran, 2009). The study finds that UAE constantly emerges as the undisputable leader of 
E-government delivery among the 16 Arab countries investigated. For example, the study 
finds that UAE was the first Arabian country to introduce e-Dirham, a two-way transaction 
system, and Q-tel a “payment transaction system”. It thus emerges as the most capable 
Arabian country in these respects (Chatfield and Alhujran, 2009). On the other hand, recent 
empirical evidence suggests the need to improve quality in the UAE (Mansoori et al., 2016) 
regarding e-democracy as follows: 
The federal E-government portal does not provide citizens with any E-democracy 
facilities. However, at the state level, Dubai’s E-government portal provides an 
opinion polling facility to get citizens opinions regarding issues of interest (Chatfield 
and Alhujran, 2009: 164) 
 
In view of the above, this research applies the fifth stage of the model focusing on aspects of 
(e-democracy and political participation) – by developing a framework to guide the 
implementation strategies democratising political participation or e-decision making (Layne 
and Lee, 2001; Moon, 2002; Chatfield and Alhujran, 2009).  
 
The 1993 United States (US) National Performance Review emphasizes the phrase electronic 
government. In 1997, the expression E-government circulated (Heeks, 2007). Different 
governments name E-government differently. For instance, in India it is referred to as 
“electronic government”; Australia has termed it “government online’; Hong Kong calls it 
“electronic service delivery”. Many different names may be used, but the concept is the 
same: essentially, to use the web to access government services and information (Bose, 
2004). 
 
For better comprehension of factors contributing to achievement, it is critical for an 
individual to assess the reasons for failure and the limitations involved in the execution of an 
E-government. It is estimated that more than 60% of pure E-government projects are 
unsuccessful (Holmes, 2001). According to Beer et al. (1990), this is because of attempts to 
pioneer change founded on a “presumption of change that is primarily faulted” (Beer et al., 
1990). Furthermore, several reasons behind E-government collapses are associated with 
management approaches (Rose, 2015). Heeks (2004) assesses the key reasons for failures 
encountered in implementing E-government.  
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The researcher has identified several reasons for such failure in executing E-government. The 
meagre literature regarding the viability of this system as a change is the key reason. Further 
causes include managerial failures to identify attempts to clarify the novel directions of an 
institution, vision uncertainties and inadequate channels of communication. Other reasons 
include the following:  
1. Lack of legitimate and realistic reasons for executing E-government, 
2. Meagre planning and presence of short-term aims and objectives, 
3.  Hurried and untimely proclamation of success, and  
4. Organisational culture. 
There are various examples of computerisation of government systems, and there are also 
others, which illustrate the failure of its implementation (Krishna and Walsham, 2005) 
(Abdullah et al., 2016). It has been observed that developing nations have failed to 
successfully implement E-government systems: About 50% demonstrate partial failure in 
which undesirable outcomes obtained or the goals were not successfully attained; 35% were 
total failures in which the government was unable to implement at all or needed to abandon 
the project entirely (Heeks, 2003). Technology is not a means to an end, and its essence is not 
entirely technical (Heidegger, 1978). It must be viewed as a revelation, which establishes a 
concrete infrastructure by challenging the world.  
 
In developing nations, the use of E-government has been explained through a framework 
presented by Ciborra and Navarra (2005). Here, the technology focuses on the relationship 
between citizens and the administration, on having a market and state boundary set and on 
making sure that there is both transparency and accountability. Developing nations usually 
take part in the E-government project, as this helps them attain a good governance model and 
enhances the level of development. It also elevates the commercial levels, which are received 
by the wealthy nations.  
 
Apart from motivational aspects for the implementation of E-government and its ability to 
enhance the performance of the government and service delivery, it has also been claimed 
that the promises extended by E-governments are not fulfilled appropriately. For instance, the 
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research results are not systematic enough to support the rapid changes (Holden and Fletcher, 
2001). It is the government bureaucracy which would resist such change, as stated by 
literature. 
 
Accenture (2005) observed the initiatives of E-government in 22 nations. Accenture reports 
an average maturity of E-government of 48%; 60% or above was attained by only two 
nations. Many researchers have stated that complete effectiveness has not been attained by  
E-government (Reddick, 2004). E-government implementation also faces barriers such as 
security and privacy issues (Moon 2002; Wilford, 2004). 
 
It is important to evaluate E-government, but limited research has been done in the area. 
Wang et al. (2005) claim that e-services evaluation has been carried out via a theoretical 
model. This model is also used as a tool with which to assess government websites for their 
failure or success in providing information to citizens.  
 
The transition from web-based information to the provision of e-services has been observed 
as a failure (Shackleton et al., 2004). There is new research: an E-government services 
evaluation and development management guide (Vassilakis et al., 2003). There is also less 
information for the assessed practices and concept testing. For local governments, there has 
been limited progress of the e-service delivery transition (Shackleton et al., 2004). 
 
E-government must be analysed with respect to four perspectives: These are the process, 
citizen, co-operation and knowledge perspectives (Lenk and Traunmüller, 2000). Future 
research is very much dependent on the citizen perspective. The focus is maintained on 
citizens who are also individual users; a general perspective would be extracted for the 
citizen systems rather than for the governmental systems. Citizen participation in                 
E-government is essential, which is why strong campaigns must be carried out for 
promotions. Successful implementation would only be possible through this activity 
(Weerakkody and Choudrie, 2005). Highest authorities must extend commitment and 
continuous approval to ensure that there are no project failures or any kind of delays (Heeks, 
2003).  
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Various governments are inclined towards E-government and are looking into managing the 
issues and barriers (Zakareya and Zahir, 2005). It is not clear that efficient technology would 
lead to successful E-government. There must be vital resources available for the                   
E-government, such as IT training, support, trained staff and infrastructure. 
 
A major barrier for successful implementation is the lack of government and common goals 
and objectives (Lam, 2005). E-government agencies must have common aims. The 
investment must also be adequate. When extracting funds, there may be several complexities, 
which specifically include attaining finances from a funding pool that is being used for 
various reasons. Privacy is a major concern for citizens. For the E-government, this is a 
continuous threat, and it is essential that a controlled and appropriate method be applied for 
the sharing of data amongst government agencies. This information regarding citizens is 
sensitive, which is why it must be managed efficiently.  
 
Many of the agencies have had difficulties in maintaining the level of efficiency required for 
the reform. The thinking must be altered before an actual transition is made to the 
implementation of a technological setting. E-government is a fresh concept and has the 
capacity to affect a nation’s citizens. Hence, the policies and their related aspects must be 
assessed appropriately. Implementation must only be carried out after adequate planning and 
analysis have been undertaken. 
 
Previous chapters have established that this research’s key goal is to implement                    
E-government strategies—especially those regarding the critical success factors and barriers 
that help improve the implementation of a successful E-government. Since these concepts are 
wide in scope, it was necessary to identify a study, which systematically maps out social, 
political, technological and organisational factors.  
 
 Muller (2015) presents a very insightful summary of a range of studies, which cover areas of 
interest for this research (factors influencing E-government implementation). This research 
utilises the table-summarised findings to generate themes leading to a categorisation of 
critical success factors and barriers for implementation (strategic, technological, political and 
organisational). 
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There are no clear-cut answers to the following question: How did the term E-government 
comes about? Heeks (2004) presentation computerisation mainframe over-simplification 
years ago indicates, not essence of distinction at that time in democratic institutions and 
processes. Heeks (2004) claimed that the concept of E-government is not new not since 
mainframe computers in organizations during the 1950s brought some automation to the 
processes of governmental work. He argues that, “Using that in the Statistics Office was      
E-government; we just did not give it that name in the fifties.” 
2.8 Categories of E-government 
2.8.1 Government to Citizen (G2C) 
Yen and Evans (2005) hold that a services group should watch over the activity involved in 
exchanging information between the citizens and government in a proficient and 
technological way. As stipulated by Fang (2002), government services to residents entail the 
disposal of public services through an online platform for individual use. The G2C service is 
said by Valentine (2004) to be capable of permitting citizens to acquire government services 
electronically at any time by openly and expediently engaging various online platforms.  
2.8.2 Government to Business (G2B) 
The objective of this category is to reduce costs, extract information and manage inventory 
(Yen and Evans, 2005). The G2B is able to benefit after managing activities like paying 
invoices, obtaining items and performing other business activities. It is possible to make 
decisions by using the data, which has been collected. The G2B provides support to the 
government. The improvements in tax facilities for industry and online regulations for agency 
availabilities are some of the advantages. In the past, industries would struggle to obtain 
information regarding their businesses. This has been resolved; as one place is determined by 
safety, strength, tax rules, employment and environment. Governments must bring forward 
business that is beneficial to the corporations and agencies (Fang, 2002). For instance, they 
must attain site location support, acquire a business permit and obtain work force 
information. The private sector and the agencies deal with the G2B through r-procurement 
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and electronic transactions. Difficulties are reduced, and an electronic marketplace is 
developed for the government, which allows easy processing and establishes a low-cost and 
rapid web presence (Valentine, 2004). 
2.8.3 Government to Government (G2G) 
In this service category, transaction efficiency is improved along with the business functions 
and those of governments. It is important to realise that single access points, co-operation and 
association with other government agencies and departments are essential. Crime and 
unemployment are reduced to an extent, and homeland security can be fortified (Yen and 
Evans, 2005). To make the most of these advantages, the government has struggled to 
intensify the emergency helpline response and law-enforcement agency connections, and it 
has brought forward inter-governmental assistance. Service is improved within and outside 
the governments, and the G2G delivers co-operation between internal and external agencies 
(Fang, 2002). 
 
Information exchange can also be conducted within various governments. Local, regional, 
national and foreign government organizations are accessible through G2G to foster the 
building of strong relationships. Co-operation and online communication is observed to play 
a convincing role for the shared pooling of skills and capabilities, efficiency and process 
enhancement and the sharing of databases between the departments and government agencies 
(Valentine, 2004). 
2.8.4 Government to Employees (G2E) 
The relationship between a government and its employees is maintained through this service 
group (Fang, 2002). A G2E service provides e-learning to employees to help them perform in 
a specific manner and to increase their efficiency. It also brings employees together. Benefits 
and compensation policies can also be accessed by the employees (Ndou, 2004). The G2E 
facilities need to be focused on where the government employees must be facilitated with 
management and communication programs to build an e-office and e-career (Fang, 2002) 
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Table 2.1: Characteristics of Classifications of E-government (Adapted from Fang, 2002) 
Classifications Information Communication Transaction 
G2C Information about 
telephone bills, 
driver’s licenses, 
fees, fines and 
different types of 
bills 
Talking, listening, 
online support and 
communication 
with government 
encourages citizens 
to get involved in a 
local community 
life through online 
channels. 
Online discussion forum, 
e-voting, online service 
delivery. 
G2B Information about 
business permits, 
safety, 
employment, 
environment, and 
business 
requirements. 
Communicate with 
government, get 
involved in 
decision-making 
processes. 
E-procurement, e-
payment, e-market, 
online service delivery. 
G2G Exchange 
information 
regarding 
databases, 
resources, internal 
policies or other 
governments. 
Online 
communication 
with national, local, 
regional and other 
foreign government 
organization.  
Intergovernmental 
assistance, share data, 
information 
G2E Information about 
compensation 
policy, benefits, 
career management 
and employee’s 
development 
Communicate with 
government, 
involve in decision-
making process 
regarding work and 
performance. 
Share data, information, 
e-learning, e-office, and 
online participation. 
 
The relevance of Table 2.1 to this research and in the context of UAE cannot be over-
emphasized. In contradiction to the stages model (Chatfield and Alhujran, 2009), Table 2.1 
summarises a perspective on the aspects of E-government, which is non-linear. In so doing, it 
provides an opportunity to look at the 360 degrees’ relational perspective (Roy, 2003) instead 
of merely at sequential stages of sophistication. The advantages of applying such a 
perspective in this research is that it provides a mechanism for examining the nature and 
degree of digital divides from the perspective of citizenry, employees, businesses, and the 
government itself (Roy, 2003).  
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Thus, the digital divide among citizens, employees, and businesses can be compared, and 
interventions for implementation strategies could be targeted instead of generic. For example, 
a study which focuses mainly on G2B in Dubai finds that although Dubai provides the 
facilities to engage businesses in E-government, the businesses hardly utilises the                 
e-mechanisms for its transactions (Awan, 2008). 
2.9 E-government Experiences in the Arab World 
In general, Arab nations and UAE have similar characteristics. The 30 Gulf States may have 
a similar history, language, culture and religion. In this section, several E-government 
examples present in the Arab world are discussed toward better understanding the UAE 
situation. 
 
Studies indicate that the E-government business model is becoming very popular in the 
Middle East and the GCC region, with many countries adopting it. The use of E-government 
and other technology-driven services has radically improved the competitiveness of GCC 
countries in recent years (Willen et al., 2014), though there is much room for improvement in 
the E-government models being practiced in the Middle East and the GCC. The systems need 
to become more transparent and agile. 
 
The unfortunate fact is that, despite the increased use of information and communication 
technology-driven systems and services, governments in UAE are failing to address the 
expectations of their people; this is also one of the reasons why people do not participate in 
E-government or why E-government projects do not receive the expected success (Willen et 
al., 2014). In a study by A.T. Kearney, it was found that approximately half of the 
government agencies in Middle East lack any system with which to capture their citizens’ 
expectations. 
 
The upside is that Arab countries are catching up, and most countries are now becoming or 
aspire to become citizen motivated. Governments are launching programs and taking 
initiatives to offer greater services to their citizens and are also engaging with their citizens. 
Arab countries are opening up their systems and seeking feedback or opinions from citizens. 
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When it comes to interaction with citizens and how a government involves citizens’ opinions 
and feedback into policy, strategy, processes and system design can be divided into four 
levels (Lindquist et al., 2013; and Willen et al., 2014): 
1. Citizen neutral, 
2. Citizen aware, 
3. Citizen motivated, and 
4. Citizen centric. 
 
Citizen-neutral governments do not consider citizen involvement important, and there is no 
strategy or clearly defined process or system to capture citizens’ expectations from the 
government. Citizen-aware governments are conscious of what their citizen’s desire, but they 
cannot implement much due to a lack of resources or to the limited systems and processes 
available. Citizen-motivated governments consider citizen’s primary elements and develop 
strategies and processes to capture their needs, wants and anticipations. Becoming citizen-
centric is the epitome of citizen empowerment, where citizens are at the centre of all 
strategies, systems and processes.  
 
The good news for GCC and Arab countries’ citizens is that the governments of GCC 
countries are becoming more and more citizen-motivated; they seek out what their citizens 
require and are striving to deliver. A study by A.T. Kearney found that on three grounds 
strategy formation, organisation development and process improvement GCC governments 
have transformed themselves into being citizen-motivated; but when it comes to system 
development, they are still lagging behind (Willen, et al., 2014). Lack of citizen involvement 
is one of the major causes of E-government failures (Irvin and Stansbury 2004; Axelsson, et 
al., 2010; and Manoharan, 2012). 
 
Studies indicate that many E-government systems have been implemented but that their 
maturity level is relatively low compared with those of Western countries. 
 
In the sections below, some Arab nations are explored and examined which have 
implemented E-government to offer facilities and services to their citizens. 
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2.9.1 Qatar: 
In July of 2000, the first online service was launched in Qatar. This service helped the 
residents renew their permits (Al-Shafi and Weerakkody, 2007). An E-government portal was 
developed for Qatar in 2003, which consisted of a few online services (Qatar Gov., 2004). It 
was now possible for the Qatar citizens to replace, renew and report their damaged and lost 
driving licenses. From the traffic department, the license could either be collected by the 
individual or be mailed at additional cost. Any traffic violations of the fleets of the cars 
would be checked, and complaints could also be lodged online. Various donations and Zakat 
payments for the people are also possible (Qatar Gov., 2004; Al-Yafi et al., 2016). 
 
The new e-employment service was launched by the Qatar government in January of 2004 
(Qatar Gov., 2004). This employment service helps citizens submit their resumes and search 
for any kind of job vacancies, which may be available. The employers may also access 
information related to the job seekers and invite these individuals for interviews. In addition, 
according to Qatar Government (2004), people and businesses in Qatar can now view and 
pay their monthly utility bills online. 
2.9.2 Bahrain: 
On the fourteenth or fifteenth of February 2001, e-voting was introduced in Bahrain. Nearly 
200,000 voters participated in the referendum with the option to share their opinions and 
views regarding various problems (Kostopoulos, 2003). Voter identification was achieved via 
the Central Population Registration Card, which was given to the voters. This featured optical 
recognition: Two bars were placed on the code scheme, which held vital information 
pertaining to the voters (Meftah et al., 2015).  
 
In 1984, a central population register database was formed in which information related to the 
people was held alongside establishment and land information (Al-Amer, 2003). In 1996, the 
government data network was developed. It connected all Bahrain ministries and the resource 
application services. To provide the investors with a one-stop shop, a project was carried out 
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with Microsoft under the name E-investor (Nair et al., 2004). There are two components parts 
of this project, which include the following: 
• Various public agencies would be linked through G2G; 
• The requirements of the investors would be processed and collaborated with various 
government agencies through G2B. 
2.9.3 Egypt: 
Heeks (2002) has presented the initiatives carried out by the African E-government. Custom 
tariff processes were reformed through the development of a computerised decision support 
system in Egypt. This helped to resolve and reduce the conflicts that occurred between the 
ministries. The businesses and individuals were also provided with a government portal 
(www.egypt.gov.eg), which offered them 19 online services as part of the E-government 
program (2004).  
 
It was now possible for users to request and pay online for their national ID cards and birth 
certificates and to receive them in the mail through the E-government project (2004). It was 
also possible for the residents of the Giza region to pay online and renew their driving 
licenses. Tools and information related to tariffs and taxation and utility bills enquiry are also 
in place for businesses (E-government Program, 2004; Zakaria, 2015). 
2.9.4 Kuwait 
A comprehensive portal is to be developed in Kuwait. For this purpose, collaboration has 
been formed between the government of Kuwait and FAPCO, which is a local private 
organisation specialising in software solutions (Kostopoulos, 2003). The portal would be 
accessible in various languages and must contain valuable information regarding Kuwait. The 
E-government information would be available and would serve as a gateway for government 
e-services (CTB, 2005). At present, the portal is being used to access information regarding 
the civil ID number, to register organizations in the ICT field and to renew the smart national 
identity. Kuwait and Singapore have also signed a memorandum of understanding to help 
assess and develop the collaboration, requirements and plans of the E-government 
(Shuhaibar, 2004; Alomari et al., 2014). 
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2.9.5 Jordan: 
The ICT has been adopted by Jordan to provide online services to its citizens. It is striving to 
become the “Singapore of the Middle East” (Ciborra and Navarra, 2005). There is still the 
issue of risking the use of online credit card payments in the nation (Al-Qirim, 2004). The 
actual planning for the implementation of the E-government took place in 2003. The Ministry 
of Information and Communication Technology established the Programme Management 
Office (UNITED STATESID, 2005). Within a year, this office was able to manage 30 related 
projects and 13 E-government initiatives.  
 
The country has also developed the E-government operations centre, managed to form 
relationships with ministries to attain a strong network through email and to carry out online 
activities such as income tax filing and online company registration (Al-Hujran et al., 2015). 
2.9.6 Saudi Arabia: 
The Ministry of Hajj and various tour operators who help organise pilgrims made an effort. 
They have included other activities like accommodation recommendations and visas in the 
system (Kostopoulos, 2003). Since 2003, the readiness and position of Saudi Arabia’s          
E-government has been enhanced by 15 points (UNPAN, 2004). Although a national website 
or portal may not currently be enhanced, various ministries have managed the process by 
providing informative websites for education (www.moe.gov.sa), ministries of health 
(www.moh.gov.sa.) and labour (www.mol.gov.sa) (Yaseen, 2016) 
2.10 E-government Design and Development 
The most significant issues in E-government are planning and control. E-government systems 
require extensive planning to prevent partial or complete failure. They include the 
involvement of private and public parties to correctly regulate the development, design, and 
integration processes. Nowadays, the main aspect is not whether organizations, including 
public sector firms, have websites, but the quality of those websites and the extent to which 
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services are being offered online (Abramson and Morin, 2003; Jing and Wenting, 2014; 
Solano, et al., 2017).  
 
Other issues, which have to be addressed to improve service quality, are discussed in this 
section; examples are accountability, e-democracy, and transparency (ensuring that data 
regarding government performance is constantly made more easily accessible).  
 
The authors observe that the emphasis would change (after 2003) from the basic 
implementation of IT applications to the likely implementation of E-government, where it 
would involve citizen-related development methods. The main aspect is to have user involved 
in the E-government systems design and in developing government processes and other 
pertinent political matters. (Issues pertinent to users are explained in further detail in the 
following sections.) User trust and commitment increases with increased transparency, 
flexibility and accountability to the public. This improves the speed of adoption of this kind 
of government service delivery.  
 
Funding is a key factor during the planning and development phases. Planners should 
maintain a considerable margin when approximating the cost and time period for system 
development and implementation (Fulton, 2003). Johnson (2003) says that web portals 
should be financed, designed, developed, implemented and addressed like a capital 
investment. A detailed finance and budget estimation process should be implemented while 
avoiding cost minimisation.  
 
The OECD (2003) claims that, in 1998, the UK government introduced a capital 
modernisation fund for financing of new ICT investment. The allocation of funds is based on 
competitive criteria. A number of E-government initiatives were successful projects through 
this fund. 
2.10.1 Citizens (Customers) 
E-government systems development is a complicated project, which is comprised of several 
critical phases. Fulton (2003) stresses that systems should be developed by governments as 
  51 
per their country’s requirements rather than by focusing on the latest technology. According 
to him, business needs should be the reason for systems development, not any hardware or 
software. For good systems development, it is also essential to have integration and combined 
effort with other private and public institutions.  
 
NOIE (2003) stated that integration is a significant aspect for all E-government systems. It is 
proposed that developmental tasks require much effort and time, for example, purchase of 
new or replacement machines in public organizations. Thus, appropriate planning is required. 
With reference to this, the significance of collaboration among government services was 
recognised by Canada. Canadian Government Online (CGO) was introduced to help with the 
collaboration and re-engineering of government services (OECD, 2003).  
 
Another design problem was observed by Griffin and Halpin (2002), who state that a “digital 
intermediary” would be created if services of different parties regarding users’ needs were 
combined in one portal. Either integrating various government services or even interfacing 
the services with the private sector could form the digital intermediaries. The ESD Life 
project developed in Hong Kong is a good example of integrated services and the 
collaboration of the government with the private sector.  
 
Poon (2002) states that ESD Life is a joint project of the Hong Kong government and several 
businesses. The government has the role of a user and content provider while private firms 
are the developers and investors. The ESD Life portal supports various services of private 
and public institutions, which relate to life events of users. Another development option was 
presented by Grouscos et al. (2003). It is like a one-stop shop for all E-government services. 
He describes a real, online, cross-border business (www.cb-business.com) which works like 
an intermediary. It provides transactional and informational services, which can be utilised by 
all public institutions in place of developing their own services.  
 
Selection and analysis of online services should be done as per user needs. There should be a 
minimum gap between the supply and utilisation of government electronic services (Singh, 
2002). The design of E-government systems should be such that they are citizen-focused 
(Poon, 2002). It was mentioned by NOIE (2003) that maximum value could be achieved 
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through citizen-focused E-government systems, which are centred towards life events instead 
of being restricted to agency boundaries. This poses a difficulty for governments, as they will 
have to identify the services, options and features to place on their websites with the 
objective of developing high-performing E-governmental portals (Gant and Gant, 2003).  
 
The significance of users when developing E-government has been realised by numerous 
researchers (Nica and Potcovaru, 2015). Zwane (2002) claims that governments as customers 
should consider citizens, as E-government is more about people rather than only technology 
making E-government successful. The public should first be treated as citizens and then 
considered users of government services (Alsawafi and Sridhar, 2003). Considering citizens 
like customers signifies that governments should first work towards satisfaction of their 
needs. Lin (2003) suggests three major scales for measuring customer satisfaction: 
identifying the needs of customers to identify their values and to measure their costs. 
Authorities are urged by Collinge (2002) to thoroughly research their customer base to avoid 
an E-government system where enough online users cannot be attracted. 
 
The above discussion on the impact of E-government and citizens is vital to UAE, because 
empirical evidence suggests that UAE’s “federal E-government portal does not provide 
citizens with any E-democracy facilities” (Chatfield and Alhujran, 2009: 194). This suggests 
that the design of UAE E-government should take a citizen-centred design into consideration. 
It is vital here to mention that, in Dubai, one of the emirates is beginning to experiment by 
implementing an E-government portal: “an opinion polling facility to get citizens opinions 
regarding issues of interest” (Chatfield and Alhujran, 2009: 164).  
 
While the above is a welcome development, there is still much to be desired in UAE            
E-government quality improvement (Mansoori et al., 2016). The challenges to enhancing 
democracy by using E-government for democratic and institutional reform are not limited to 
the UAE but also encompass more advanced countries like the United States with more 
refined solutions still evolving (Dawes, 2008). 
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2.10.2 Culture 
It is not easy to study culture. This is partially because culture itself is not easy to describe 
(Davison and Martinsons, 2003). National culture is defined by Robbins et al. (2000) as 
perspectives and attitudes shared between individuals from a particular country that define 
their behaviour and how they perceive the world. In 1980, Hofstede’s seminal work 
(Hofstede, 1980) helped researchers focus on national culture in various fields (Ford et al., 
2003; Sornes et. al, 2004). In the previous book of Hofstede (1980), four dimensions were 
identified. These dimensions divide cultural patterns into individualism-collectivism, power 
distance, masculinity-femininity, and uncertainty avoidance. Low and Shi (2001) mention 
that culture has different definitions, which leads to more confusion. However, Hofstede 
argues that cultural familiarity is an important skill in project management. Several 
determinants of culture were identified by Chang (2002): language, social culture, economic 
philosophy, education, political philosophy and religion.  
 
Davison and Martinsons (2003) believe that it might be difficult for people from the same 
cultural and linguistic group to effectively communicate with each other. However, the 
problems are worse when interaction is between people of different cultures. Cultural 
problems within and between different countries have been analysed by numerous 
researchers (Rufin et al., 2014)—particularly in the Internet-based applications sector. The 
variations in cultural values between Chinese and Australians have been analysed by Lowe 
(1998) with regards to advertising and marketing. He states that factors that lead to certain 
behaviours in a certain country cannot be presumed to be same in another country.  
 
Perspectives of Chinese people regarding e-commerce were investigated by Stylianou et al. 
(2003). To analyse the external cultural variables, they applied the technology acceptance 
model (TAM). Through this, they observed that Chinese people depend on the use of cash. 
This limits their use of e-payment, which requires credit cards. There is much literature 
(Swartz, 2003) regarding the UK’s E-government experience and how British people were 
hesitant to utilise these innovative facilities. Japan and UNITED STATES were compared by 
Aoki (2000) with respect to cultural variations in e-commerce.  
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Aoki concluded that Japanese prefer to pay in cash rather than use credit cards. This has led 
them to develop new methods for payment; for example, “Cobinis” is a physical store that 
works like a mediator between sellers and buyers over the Internet (Aoki, 2000). China and 
the USA were also compared regarding cultural differences in e-commerce. It was observed 
that cultural values, language, and infrastructure were the major cultural differences in         
e-commerce (Bin et al., 2003). 
 
In the UAE, Mansoori et al. (2016) conducted a study about the nature and quality of           
E-government services by using the technology acceptance model (TAM). This is based on 
the extent to which a certain technology is compatible with the values and belief system of 
the adopters (Mansoori et al., 2016). In the context of UAE, another study has found 
empirical evidence suggesting that being unable to identify the real user groups within the 
UAE cultural context and language barriers causes mismatches RPhD3mcrosft and problems 
for E-government (Zhao et al., 2012) 
2.10.3 Infrastructure: Security and Trust 
In E-government, security and online legislation are significant factors (Alkalbani et al., 
2015). These are also primary infrastructure requirements. If adopted correctly, security is 
considered a way of life (Heiman, 2003). Governments should ensure that websites have high 
security to achieve the trust of users and constant readiness to utilise the services. For 
example, in the USA, 32% of 395 IT professionals interviewed stated that the majority of    
E-government projects are not appropriately secured against external misuse. This has a 
negative impact on implementation rates (Dix, 2002).  
 
It is also essential to have legislation with respect to online transactions and business tasks. 
France has initiated the development of such legislation. The OECD (2003) reports that 
France introduced a law on January 6, 1978, which acknowledges privacy and security rights 
for individuals when personal data is automatically processed through private and public 
sectors. 
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2.10.4 E-Readiness (Customer Awareness) 
E-government readiness is one of the areas that have received little attention in the literature; 
hence, it is one of the key contributions of this study (Mishra and Mishra, 2012). Alsawafi 
and Sridhar (2003) indicate that E-government vision needs a community, which is literate 
with respect to technology and information to obtain the information they need. E-readiness 
is described by Bui et al. (2003) as an economy’s ability to utilise communication and 
information technologies to transfer traditional businesses to the new economy (Yaseen, et 
al., 2016).  
 
This highlights the significance of estimating societal e-promptness as part of the key ICT 
agenda of a government and establishing a profile of such components of the community, 
which are more likely to integrate online schemes and ICT generally. Furthermore, 
progressive E-government surveillance is critical to identifying trivial faults prior to total 
collapse. Regardless of OECD’s enormous attempt, stipulations hold that its indicators of 
promptness are highly technically oriented (Deiss, 2002). Such indicators offer primary 
efforts for addressing impacts of cultural factors on e-commerce.  
2.10.5 Leadership Support 
To ensure that the adoption of E-government is successful, it is critical to understand 
leadership and endorse it. According to Sanchez et al. (2003), E-government may face 
opposition from certain government workers, as they may be scared of losing their power and 
authority. Another reason for the opposition may be the fear of being unable to adopt a robust 
E-government system, which might lead to a loss of engaged workers and the reputation of 
the organisation and country (Heeks, 2003). In addition, other issues might arise when there 
is inadequate support and knowledge amongst the government policy-makers (OECD, 2003). 
Such issues include:  
• Weak project management, 
• Technology breakdown, 
• Insufficient financing, and 
• Extremely high political requirements and anticipations. 
  56 
These are the most common obstructions faced during implementation. For instance, it was 
asserted by Swanson (2002) that around 60% of E-government projects do not attain success 
because of a lack of dedication from senior managers, financing, and management of the 
project. The difficulties faced in the acceptance of E-government in Africa have been 
elaborated on by Heeks (2002). According to the author, the diffusion rate remains low 
because of inadequate financing and a lack of an e-readiness plan. It was also observed by the 
author that several E-government initiatives have not managed to achieve success in Africa 
because they do not conform to the personal concerns of the leaders. The OECD (2003) has 
asserted that spending money in E-government should be considered an investment and cost-
effective resolutions should be sought (Ashaye et al., 2014). 
2.10.6 Security and Legislation 
Different online security measures are incorporated by countries all over the world (Hartono 
et al., 2014). It has been asserted by Dix (2002) that most E-government schemes in the USA 
are not protected from outside intervention, which has had an adverse impact on adoption 
rates. It was determined by OECD (2003) that issues pertaining to security, privacy and 
legislation could have a negative impact on the adoption of E-government, which is why 
these issues need to be tackled with utmost care. In this regard, it was asserted by Stowers 
(2003) that, “Various sites of the Department of Interior were shut down in the beginning of 
December 2001 because of the legal law that ordered the closure of any site that consisted of 
Indian trust data”. 
 
Implementation will not be assured forever with the requirement of appropriate online 
legislation. For instance, even with the existence of laws regarding the safety of online 
facilities, people and associations are uncertain of using them because they have not been 
officially verified as declared by NOIE (2003). The communal organizations are compelled 
to change further by adapting businesses according with the new online law and hindering the 
acceptance of E-government strategies. Furthermore, several public organizations in 
Australia have restrained themselves from delivering superior assistance due to the 
inconvenience of validating the advertising expenses related to monetary settlement and the 
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apparent idea of the Internet requiring liability and proposing mysterious contributions 
(AGIMO, 2003). 
2.10.7 Demographics 
E-government acceptance is influenced by another significant factor that includes the 
intensity of a society’s ICT comprehension, learning and revenue. In the Central Queensland 
region of Australia, the impact of statistical and socio-economic aspects on the use of the 
Internet were scrutinised by Taylor et al. (2003). The research confirmed that these aspects 
have greatly impacted the opinions of the people and their use of the Internet. The experts 
confirm that the people who are known to benefit from the Internet include well-educated 
individuals with good earnings and young people ranging from age 18 to 24 with secondary-
level education or more for learning. 
 
While scrutinising the use of the Internet in the Arab region, Ghareeb (2000) formed the 
conclusion that “There are still only a few people who are able to pay for computer, can 
understand English and have access to the Internet”. More recently, Quinones (2015) shows 
that the trend of “use of Internet” in the UAE is changing, leading to the promotion of online 
media relations. A specific kind of learning and salary is needed for individuals to use and 
afford computers. According to a prominent financial growth and administration advisory 
organisation in the UK, the websites under government in the UK are said to be more 
commonly exploited by individuals of the society who are earning a good sum of money and 
are well-educated (SQW, 2005).  
 
Furthermore, individuals who require interaction with the government and are jobless may 
not have any access to the Internet (OECD, 2003). For instance, one of the major issues in 
Australia regarding E-government involves the parts of the community that have the most 
communication with the government; but their contribution is scarce according to AGIMO 
(2003). Knowledge of the availability of Internet services provided by the government in the 
New Zealand was non-existent among common people according to the E-government Unit 
(2004). This lack of knowledge could be explained to result from insufficient marketing or 
insufficient learning and knowledge on the part of the users. 
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2.10.8 Users’ Trust 
Three aspects of faith are presented by the electronic setting according Chopra and Wallace 
(2003): 
• The reliability of the material obtained from the Internet? 
• The honesty of the knowledge services that are being used? 
• The straightforwardness and dependability of the individuals one intermingles with 
over the Internet? 
 
The three major elements that calculate the degree of the acceptance of the government’s 
Internet services by the people include faith, social influence, and the straightforwardness of 
the website (Gefen et al., 2002). Experts accuse the E-government of being affected the most 
out of the two, e-commerce and E-government, by the problems raised by the lack of faith. 
Furthermore, assurance and faith are the main traditional issues found to donate in several 
non-practical circumstances too as classified by NOIE (2002). Taking the revelations above 
even further, it was found by Gilding and Critchley (2003) that Australians are known not to 
have faith in the ICT material provided by the government, main organizations and 
broadcasting, but instead believe information gained from universities, hospitals and experts. 
The problem regarding faith, as per the scholars, is that it is very sensitive and regaining it 
once lost is nearly impossible (Colesca et al., 2015). 
 
Faith is also known to be infectious in several cases. For instance, the combined project of 
Hong Kong with the E-government which uses the same gateway to support the government 
and the commercial associations, thus, in case a commercial item is advertised on the 
government’s website it can be side-stepped after being considered as the fabrication of the 
government, like the advertisements of wedding presents on the website that registers the 
weddings, as discovered by Poon (2002).  
 
An operator’s proficiency at IT can also be associated with faith (Parent et al., 2004). 
Agreeing with this statement, individuals who place faith in the online services provided by 
the government and also have good expertise in IT. Through the practice, E-government will 
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own up to these specific abilities. On the other hand, people with poor expertise in IT and a 
lack of faith in their government will never try to place their belief in these services. Hence, it 
was announced that, “If the politicians desire to gain the trust of their followers, their actions 
off the Internet would be more beneficial for them” (Parent et al., 2004). 
2.10.9 Resistance to Change 
An added issue for E-government acceptance is the lack of willingness of people to endure 
alterations, specifically when the alterations demand additional work. The NOIE (2003) 
reports that many cultural issues are encountered byE-government services on the Internet 
whilst trying to accommodate court permits from accusers. Conventional law firms, several 
members of the Federal Court and a few accusers because of confidentiality and safety 
concerns, and the traditional character of the official composition opposed the e-filing 
technique. The opposition to the e-voting viewed in the USA is another huge example of 
people fighting change (Alomari et al., 2014).  
 
The Voting Integrity Project in Arizona made an official argument in opposition to the 
advancement and application of e-voting. It asserted that white people have the upper-hand at 
voting this way because they have easy access to home computers while African-Americans 
and Hispanics are underprivileged in this respect (Done, 2003). The argument was 
terminated; instead, the Arizona government instantly organised an informative movement to 
encourage and arrange for Internet-based voting by teaching the less fortunate about the 
advantages and methods of voting online. 
 
Similar issues of resistance to e-voting adoption have been witnessed in the context of the 
Middle East, including the UAE (Salem, 2007). Scholars argue that, to overcome such 
resistance, knowledge management could help build trust in government (Salem, 2007; 
Sahraoui, 2007). 
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2.11 Barriers to E-government implementation  
E-government implementation is subjected to various barriers, though the IT infrastructure is 
present and the IT costs are low (Jaeger and Thompson, 2003). Secure electronic services 
must be provided to employees, businesses and citizens; for this purpose, the hardware and 
software of a good infrastructure must be present. Another major issue for E-government 
implementation is the privacy, security and confidentiality of the personal information of the 
citizens. For E-government, the e-voting system is quite sensitive, and it is essential to ensure 
that the process runs smoothly, securely and can protect the voter’s personal information 
(Wirtz et al., 2017).  
 
The objectives of E-government must be subjected to several limitations before they can be 
applied to any planning or decision-making process (Belanger and Hiller, 2006). These 
limitations have to do with regulations, rules, technical potentials, consumer feasibility and 
procedures. The actions taken based on the law are referred to as rules, regulations and 
procedures. The E-government controls the policies and regulations. The project is 
implemented through technical potential deals made with experts, software and hardware.    
E-government implementation may be delayed due to a lack of funds or skilled personnel. 
Hence, investment toward the implementation of E-government must be adequate. The major 
barriers to E-government, as identified by E-government project municipals, are finances, 
personnel and technical capabilities. The users’ willingness and ability to use the electronic 
project concerns consumer feasibility. Another essential element is trust; for the consumer to 
use the services or obtain goods from the web, trust is required. Therefore, an efficient         
E-government also includes the capability and willingness of the citizen. 
2.11.1 Four stages of barriers 
2.11.1.1 Strategy Barriers 
During the implementation of E-government, uncertainty is often created between different 
governmental organizations ranging from government-to-citizens G2C up to government-to-
business G2B (Awan, 2008), due to either lack of collective aims or misalignment of levels 
of governance. Strategic management entails establishing a coherence of visions, objectives 
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transition/implementation experiments, and cycles of learning and adaptation (Kemp et al., 
2007; Sahraoui, 2007). 
 
Establishing strategic implementation plans for the coherence of visions and objects along 
several government levels and establishments should minimise conflicts during transitional 
stages of the implementation plan of E-government in the UAE (Kemp et al., 2007; Meijer, 
2015). Government agencies must share common thoughts to make E-government successful 
(Ashaye et al., 2014).  
 
The vision for E-government in the UAE has been established by the central government and 
needs to be transformed into reality and steered in the right direction by the management of 
transition at multi-levels (Kemp et al., 2007). It is not possible to establish an E-government 
without a proper strategic, tactical, and operational plan and guidance for implementation 
(Kemp et al., 2007).  
2.11.1.2 Technology Barriers 
Table 2.2 shows the description of each type of barrier. 
Table 2.2: Types of Barriers 
Type of 
Barrier 
Description 
Lack of 
architecture 
integration and 
Infrastructure:  
 
Failure in functional integration usually occurs due to disparities in 
the field of architecture. Limitations occur during architecture 
integration due to differences in technology policies, lack of 
application interface, use of suitable technologies and different 
frameworks. Lam (2005) says that the ICT infrastructure is a major 
task for E-government initiatives. In architecture, there is a need for 
guiding principles, standards and models. This problem is faced by a 
number of developing nations. Moreover, they do not have suitable 
ICT infrastructure for the purpose of E-government development. 
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For this, ICT literacy and e-readiness are required.  
 
Accepting and utilising E-government services require basic 
knowledge and education about IT. Chen et al. (2006) claim that, 
prior to considering any project pertinent to E-government, a 
government has to work on infrastructure development. The 
government and its employees will face difficulty due to no back-end 
infrastructure. This will result in an inability to conduct transactions, 
leading to postponement of the next stages of E-government.  
 
Lack of data 
standards:  
 
In E-government, one basic function is the transfer of data in a 
suitable way. Absence of data standards tends to be a technical 
limitation. It is important that data formats are standardised and a 
common data model used so that this problem can be prevented 
(Lam, 2005). 
Different 
security 
models: 
According to Lam (2005), confidence and faith between users and 
government is one of the major factors of success in the adoption of 
E-government. But a key restriction encountered during the technical 
combination of the E-government system is its security model. 
Seifert (2003) states that computer security is a major barrier to 
implementing E-government. Security models, with regards to        
E-government, are significant, not just for services delivery but also 
for developing the trust and confidence of citizens. 
Lack of 
resources: 
In a majority of cases, all the resources required to accomplish         
E-government projects are not available. Thus, positive results are 
not observed through many of the E-government initiatives (Lam, 
2005). 
 
2.11.1.3 Policy Barriers 
 
Lam (2005); Seifert and Petersen (2001), Seifert (2003) and Basu (2004) accept that privacy 
is a threat to E-government and is of major concern to citizens. For this reason, there should 
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be a suitably regulated method through which data is shared between government agencies so 
that sensitive information about citizens is safeguarded. Lack of transparency in privacy-
related policies becomes a major restraint. When accepting and adopting E-government 
projects, privacy becomes a main concern. Some of the main issues related to privacy are the 
use of cookies, exploitation or disclosure of confidential information and distribution of 
information between agencies. The researcher maintains that privacy is a primary right of all 
citizens in an independent society and is recognised in all the main international treaties. The 
government collects huge amounts of information daily via various transactions, and they are 
also responsible for all personal data. Safeguarding the personal data of citizens is quite a 
significant matter. According to Ndou (2004), new rules, regulations, policies, and legislative 
changes are required in the E-government initiatives to handle electronic transactions and 
address matters regarding computer crime, copyright, and data protection. E-government and 
e-business laws have still not been applied in a number of developing nations. Therefore, 
there is a need for governments to develop laws, which ensure safe transactions between 
individuals and organizations (Savoldelli et al., 2014). 
 
Numerous government organizations believe that they own specific records and sharing those 
records with others is their major concern. To accomplish E-government goals, the rights to 
or ownership of data has to be evident (Lam, 2005). Although there is a national                   
E-government policy, several governments are attempting to develop their own policies 
regarding E-government.  
 
The process of E-government implementation can be delayed due to the lack of a clear 
approach and inadequate stages of development (Lam, 2005). 
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2.11.1.4 Organisational Barriers 
Table 2.3 offers a description of each type of barrier. 
Table 2.3: Organisational Barriers 
Barriers Description 
Absence of organisational motivation Due to an absence of organisational 
motivation, a number of agencies are not 
prepared to achieve E-government. This 
is because several agencies refer to it as a 
major concern and are not agreeing to 
this change. However, numerous 
organizations are in the process of 
learning about E-government and how it 
could be applicable in their own 
organizations (Lam, 2005).  
 
Slow government transformation As a result of slow government 
transformation, the gradual pace of 
government reform is a key constraint for 
the implementation of E-government. For 
several agencies, it has been hard to 
remain congruent with the rate of reform. 
It is quite important to alter the mind-set 
instead of being oriented to an advanced 
technology-oriented environment (Lam, 
2005).  
 
No internal management and technical 
capabilities 
Lack of adequate training in 
organizations is another constraint to 
implementing E-government. There are 
not enough experienced and skilled 
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people and no IT training programme in 
many agencies with which to implement 
E-government projects (Lam, 2005). The 
shortage of ICT capabilities in public 
sectors is, as stated by Ndou (2004), a 
key challenge to implementing               
E-government projects. This concern is 
usually faced in developing countries, 
where inadequate resources and unskilled 
employees have been an issue for some 
years.  
 
Change Management Ndou (2004) states that new methods of 
processing and conducting tasks and new 
work practices have been initiated.        
E-government leads to cost-savings and 
enhancement of service quality. It even 
recreates new procedures and functions. 
Change management means the approach 
towards change and resistance to change. 
The change-management approach is 
comprised of processes formed within 
firms. Culture is a major aspect of 
organisational change and leads to a 
greater capacity to change. A restriction 
to successful E-government is 
employees’ resistance to change. They 
perceive that, with the introduction of 
ICT, they would lose their jobs, as ICT 
would replace them. Moreover, it is quite 
difficult to stop the traditional methods of 
working and adapt new ways. These 
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limitations could be overcome if the 
government provides certain incentives 
for employees to change, learn, and 
accept employees’ involvement during all 
stages of the change process. 
 
 
2.12 Gap analysis Generating Hypotheses 
Generating the research hypothesis is the next step after defining a research problem and gap. 
Start identifying a statistical relationship exhibiting a link between the variables affecting the 
critical success factors leading to successful implementation of E-government in the Dubai 
smart government. In so doing, a deductive approach was used to guide the formulation of 
the hypotheses grounded in extant theories of critical success factors in the context of          
E-government implementation in the UAE. The researcher targeted a large representative 
sample of 450 persons so as to capture the scope of the understanding of E-government 
implementation (Bernard, 2000). The hypothesis is set to test the credibility and statistical 
significance of the relationship between the dependent variable and all the independent 
variables in this study. In short, the study attempts to test the hypothesis that each and every 
one of the independent variables determines critical success factors. Furthermore, the study 
aims to test the possibility of the joint determination of dependent variables by all the 
independent variables. 
Hypothesis 1: The overall level of importance of the critical success factors is a 
weighted sum of the level of importance of each critical success factor. 
Hypothesis 2: The overall level of importance of the barriers to E-government 
implementation is a weighted sum of the level of importance of each barrier.  
Using multiple regression analysis can test these hypotheses. 
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2.13 Chapter Summary 
Chapter 2 reviewed the existing literature on the subject of E-government and how it is 
implemented around the Arab region.  
 
E-government proponents highlight the efficiencies associated with the processes, and 
emphasise how it benefits all stakeholders across a cross section of the society, thereby 
enabling services to be efficiently delivered to citizens. It minimises errors in routine 
government functions and provides for greater accuracies in interdepartmental transactions. 
Thus, services, which could be brought online, could relate to such functions as petitioning, 
rate paying, and licensing or information queries. Such processes could be enhanced in how 
they are implemented for the benefit of the common citizen (Middleton, 2000). 
 
Moreover, supporters of E-government argue that Mutula (2010) offers the following issues 
about E-government: 
 
• Implementing E-government strategies focusing on applications aimed at innovating 
and promoting transparency in public administrations and democratic processes, 
improving efficiency and strengthening relations with citizens; 
• Supporting international co-operation initiatives in the field of E-government, to 
enhance transparency, accountability and efficiency at all levels of government; 
• Opportunities include: cost reduction and efficiency gains, improved quality of 
service delivery, increased capacity of government, and improved transparency and 
accountability, which is called internal transformation. 
 
However, the efforts of countries at all levels of development are still affected by a lack of 
integration of administrative simplification with E-government development plans, a lack of 
infrastructure and human resource capacity, and a gap between e-services supply and 
demand. Low-income countries in particular continue to contend with traditional barriers to 
ICT investment such as lack of technical skills, high costs of technology, and ineffective 
government regulation (UNES, 2012). 
  68 
According to Choudrie et al. (2009), there is a gap in the implementation of E-government 
between the current design and real needs. This gap is considered to be one of the main 
reasons for the failure of E-government projects in most developing countries. There is a 
need to determine how and to what extent governments of the world are employing              
E-government, which furthers greater efficacy and effectiveness for sustainability in this 
specific and people-focused sense. 
 
The researcher maintains that the possibility exists that E-government contributes to 
promoting the transparency and efficiency of government functions and allows for the 
effective delivery of government services to the people. The next chapter therefore looks at 
the methodologies used for the research.  
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3.0 Chapter Three: Research Methodology 
3.1 Introduction 
This chapter presents an overview of the research design and methodology used in this thesis. 
It explains the purpose of the study and identifies the research paradigm and methods 
adopted. Initially, there is a brief account of the theory and the reasons for choosing particular 
paradigms and methods; this is followed by a list of differences between the various types. 
 
This chapter also offers an explanation of and justification for the research strategy. Data-
collection methods are then discussed in detail, followed by a specific focus on the sources 
from which information was obtained and on the selection of the sample of participants. The 
process used to investigate the aims and objectives of the research to reach any conclusive 
result is discussed in detail. The chapter ends by explaining the methods of data analysis 
adopted to ensure the validity and reliability of the findings and ultimately to provide logical 
answers to the research questions. 
3.2 Nature of Research and purposes 
This PhD undertakes scientific enquiry into a problem of E-government in the UAE, through 
systematic data collection techniques, for the purpose of finding a solution and discovering 
facts (Sekaran 2003, Easterby-Smith et al., 2008). This research was undertaken to evaluate 
the effectiveness of the implementation of E-government in the UAE. In so doing, 
appropriate philosophical and methodological approaches were used to underpin data 
collection, thereby leading to the answering of the research questions raised (Ghauri and 
Grønhaug, 2005; Saunders et al., 2009). 
 
In view of the above, this research applies a mixed methodology. In this way, the purposes of 
the research overlap between exploratory and confirmatory (Saunders et al., 2009; Hussey 
and Hussey, 1997). At the exploratory phase, this research’s main purpose is to explore and 
examine the implementation of E-government in the UAE. Thus, the exploratory phase 
focuses on gaining knowledge about and understanding of the phenomenon under study: The 
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E-government in the UAE. At the confirmatory level, however, the researcher seeks to gather 
empirically valid data to confirm hypotheses with regard to the successful implementation of 
E-government in UAE, taking in to consideration critical success factors (CSF) and (social, 
economic, cultural, and technological) barriers (Creswell, 2009). 
3.3 Types of Research Used in Context 
The theoretical breadth of this research facilitates a broader understanding of the concept of 
E-government, not only for UAE but also around the world. In regards to the data, this 
research first applies a quantitative approach by using statistical methods to test hypotheses.  
 
However, due to the weaknesses of the quantitative/statistical approach relating to a high 
level of abstraction, this research proceeds to conduct interviews with the top management 
involved with implementing E-government in the UAE. The main purpose of conducting 
interviews in addition to the quantitative is to broaden our understanding context-relevant 
critical success factors and barriers inhibiting the implementation of E-government. This 
enables the research to capture the uniqueness of the research setting in the UAE. 
3.4 Practical Life Applications of Research 
Research is used almost everywhere in real life: e.g., in a census which aims to collect 
demographical characteristics, or a population experimental research which aims to develop 
new products or services, or even in the development of new theories or in the discovery of 
new diseases. Research is used in almost all fields of life. Some of the most common 
applications of research include the following: 
1. Research is an imperative part of MPhil and doctoral degree programs. 
2. Before launching a program, product or service, businesses perform a market research 
to recognize the characteristics of the market and determine whether the product or 
service will satisfy the needs of the market. 
3. Scholars and academics research various domains of knowledge and develop 
generalisations and new theories. 
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4. To solve problems whether to cure a disease or develop products or services applied 
research is done. 
5. To extract new knowledge or develop new ideas, philosophies or frameworks, critical 
studies or conceptual studies are carried out. 
The main goal of this research is to propose an E-government implementation roadmap to 
help the UAE government with a solution in regards to E-government effectiveness. In so 
doing, this research contributes to theory; at the same time, it provides an invaluable source 
of information to guide the UAE towards the practical application of E-government solutions. 
3.5 Research Design  
The design of a research is essentially a very detailed and comprehensive framework of how 
the study will investigate or explore the issue at hand. A research design requires careful 
decisions, as this can influence the research results gravely. When deciding on the research 
design selection, the scholar must answer and consider key factors pertaining to the research. 
Some of the questions which need to be addressed, include the following: 
 
a. What is the study about; what is the purpose of the study/research at hand? 
This study is about an exploration of effectiveness of E-government in the public sector of 
the UAE. The study examines the critical success factors such as (top management, 
technological, security, resistant to change) and their effect on the successful implementation 
of E-government in the UAE (Chatfield and Alhujran, 2009).  
 
b. What does the study /research consist of? What research methodology or research 
instruments are used for collection of data and information? 
The research utilises mixed methodology by using questionnaires and interviews as 
instruments of data collection. Data has been used both for exploratory and confirmatory 
purposes (Saunders et al., 2009; Hussey and Hussey, 1997). 
 
c. Where will the research take place? What are the geographical boundaries of the 
research? 
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This research takes place within the context of UAE, with particular focus on the 
implementation of E-government in Dubai. 
 
d. What is the scope of the research? 
The application of this research is limited to the UAE context only, as the findings are not 
replicable to other settings. Nonetheless, it is possible that some of the principles may be 
transferred to other countries in the Arabian Gulf region, which share a similar culture and 
orientation towards E-government (Chatfield and Alhujran, 2009). 
 
e. What type of information shall be extracted and what type of data or information will 
be collected and analysed for this research? 
First, quantitative data has been collected. Due to its high level of abstraction, however, the 
researcher proceeded to conduct interviews and questionnaires (Creswell, 2009). 
 
f. Where is the required data located? 
The Dubai Smart Government Department is an invaluable source of data for this PhD thesis. 
The employees specialise in the implementation of E-government such that they constitute an 
appropriate source of credible data. 
g. What is the time specification of the study? Is it being a cross-sectional study or a 
longitudinal study? 
The study takes a snapshot of an on-going situation instead of considering changes in 
behavioural patterns or developmental changes over time (Saunders et al., 2009). In so doing, 
this study adopts a cross-sectional design. 
 
h. Who will be selected as the sample and how will the sample be selected? What is the 
sample frame and sample size that will be used for the study? 
A sample size of 450 employees of the Dubai Smart Government Department has been 
targeted in this study. In addition, 25 employees of the top management of E-government 
implementation teams were selected for the interview. 
 
i. How will the sample be extracted from the populations or what is the sampling 
mechanism? 
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The basis or mechanism for sample selection includes the experience of the employees. 
Thus, the researcher ensures that, all included in the sample must have had first-hand 
knowledge and experience regarding the E-government implementation processes in 
Dubai Smart Government Department. Also, functional (departments example marketing 
etc.) has been used as criteria in addition to specialisation example IT, etc. The sample 
was professionally selected with the help of the Human Resources Department. 
 
j. How will information be acquired or extracted from the sample or what data 
collection techniques will be employed? 
In this research, data have been extracted, collated, and subjected to analysis, first by 
using SPPS for quantitative work. Afterwards, interviews were collected and qualitatively 
analysed. 
 
k. How will the information that is gathered be assessed and evaluated? 
The quantitative data was assessed and evaluated using regression techniques. On the 
other hand, interpretation of the qualitative data involved the use of coding and themes 
for the assessment and evaluation of the implementation of E-government in the UAE. 
 
l. How will the results of the study /research be shared?  
The research will be disseminated through publications in journals and conferences. Also, 
the researcher intends to share the findings of the research to assist the Dubai Smart 
Government Department towards a successful implementation of E-government. 
The researcher pondered all these questions before determining what sort of research design 
to use for the sake of the validated results.  
 
All of these questions can be summed into four key groups, as illustrated in Table 3.1: 
a. Sampling design, 
b. Observational design, 
c. Statistical design, and 
d. Operational design. 
 
 
  74 
Table 3.1: Design Models Explained (adapted from Marczyk et al., 2005) 
 
Shifting the focus back to this work, sampling design includes the following postulates: 
 
a. The Dubai Smart Government Department consists of 1753 employees. Eight hundred 
of these employees were selected by the Human Resource Department as the basis for 
the sample. The employees selected have experienced the complete process of the 
Research 
Design 
Component 
Research Design Component Description 
Sampling 
Design 
The sampling design is concerned with the description of the sample, the 
people or the products used in the research and what mechanism or 
procedures are used to segregate the sample from the population. How 
are the sample to be selected, what is the sample size, and what sample 
frame and sampling techniques are used for the research? 
Observational  
Design 
The observational design is concerned with the information and the data 
being gathered for the sake of the research. It focuses on the detailed 
mechanisms of information collection. How will the observations 
(information and data that is being extracted) be chronicled? 
Statistical 
Design 
This is an important aspect. Statistical design focuses on how the 
research questions are addressed. What variables will be recorded or 
collected, and how will these variables be evaluated and assessed to 
reach a conclusive decision? This design builds upon the observational 
design and is concerned with how the observations will be manipulated 
and evaluated from a statistical point of view. 
Operational 
Design 
This is the prime design, and it focuses on the techniques and systems 
used in reality for the sampling design, observational design and 
statistical design. It takes input from the other three designs and makes a 
complete plan regarding how those plans will be executed. 
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implementation of the E-government or have first-hand experience of the transition 
from traditional or conventional government to E-government. 
b. The sample size of the returned, fully completed questionnaire is 450. This is a large 
sample and should give a clear picture of the barriers and factors that were given key 
consideration while implementing. 
c. The sample must be diverse; that is, the sample must have employees, which belong 
to different professional specialisations like marketing, IT, finance, etc. To give a 
very clear, comprehensive and vivid picture of the process of E-government 
implementation at the Dubai Smart Government Department, the sample must also 
involve members who belong to all cadres of the designation continuum. 
d. 25 employees of the top managers who were involved in the E-government 
implementation were interviewed to yield a better qualitative analysis of the subject. 
 
The observational design for this thesis follows the proceeding postulates as a code of ethics 
both through the survey research instruments and the interview research instruments used in 
this study: 
 
a. First and foremost, all information gathered must be on a voluntary basis; 
b. Second, before the survey and interview, it must be clearly communicated that the 
information being collected is only for academic purposes; 
c. The survey or the questionnaire research instrument must consist of very specific and 
to-the-point questions that should directly relate to the aims and objectives of the 
research and also facilitate finding answers to the research questions; 
d. Every question must be properly mapped with the aims and objectives and the 
research questions; 
e. To obtain clear and specific answers, the survey questions must be closed; 
f. The demographics question that is the questions which enquire after the 
characteristics of the participant are multiple-choice questions; 
g. The questions relating to the barriers, critical success factors and maturity assessment 
are based upon a Likert scale which ranges from strongly agree to strongly disagree; 
h. Each response is coded with a number to ensure that the information gathered can 
later be analysed and evaluated statistically; 
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i. The interview must cover questions and areas that need greater understanding; 
j. The interview should also include questions that can be used to validate the responses 
of the survey; 
k. The interview questions must also be properly mapped and in line with the aims and 
objectives of the research; 
l. To obtain accurate and specific responses, both open-ended and closed questions shall 
be used. 
The statistical design is concerned with the variables that were recorded or collected and how 
these variables were evaluated and assessed to reach a conclusive decision.  
To generate the variables used in this research from the literature, the researcher relied on the 
technique recommended by Ryan and Bernard (2003). The technique involves first 
identifying themes from the literature “a priori” based on state-of-the-art agreements of 
phenomenon by researchers and professionals. These variables were generated under themes 
of critical success factors, barriers, and assessment of E-government evaluation and 
implementation. Afterwards, the researcher applied a “repetition” technique to identify such 
variables that occur and re-occur in the literature of E-government (Bogdan and Taylor, 
1975).  
 
Every variable is assigned a numeric value. Except for the demographic variables, all other 
variables use a Likert scale. The values of the scale are presented in a descending order; that 
is, from strongly agree to strongly disagree, the scale would move from 5 to 1. Once the 
variables are recorded, statistical tests like descriptive analysis, correlation analysis, 
reliability and validity analysis, analysis of variance, regression analysis and others would be 
performed to reach logical conclusions.  
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The key variables of this research generated from the literature can be divided into the 
following Table 3.2: 
Table 3.2: List of Variables. 
Variable Type Number of Variables 
Demographic 7 
Critical Success Factors 
Top management support 10 
Understanding the purpose of e-Gov. 
(awareness) 
10 
Stimulation a change culture 9 
Supportive organizational structure 6 
Effective communication 8 
Training  8 
Employee involvement and satisfaction 8 
Employee empowerment 8 
Performance measurement system 10 
Implementation efficiency 8 
Trust and security 6 
System design and interface 10 
Complexity of the system 4 
Organizational resources 10 
System integration 3 
Barriers to Implementation 
Technological  7 
Strategic 4 
People and cultural 15 
Legal, security and budgetary constraints 6 
Return on investment (ROI) 6 
Assessment and Evaluation of E-government 
One-way information flows 5 
Two-way information  3 
 
E-transaction 4 
E-democracy 8 
 
Rating of E-government 9 
Total 118 
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The operational design focuses upon the techniques and systems used in reality for the 
sampling design, observational design and statistical design. The following techniques are 
used: 
• Sampling design - Probability sampling techniques were used; simple random 
sampling was used to segregate the sample out of the sample. This technique gives 
every member of the population an equal opportunity to become part of the sample. 
• Observational design - The information was gathered via two mediums or two 
research instruments. One was a questionnaire, which used only closed questions; the 
other was an in-depth interview. The interviews included both open-ended and closed 
questions. 
• Statistical design - The information and observations recorded were analysed with 
statistical tests like descriptive analysis, regression, ANOVA, correlation analysis and 
others. 
3.6 Key Characteristics of Research Design 
Kothari has presented a complete framework of items and components that are essential 
elements of any research design. Though a research document offers complete guidelines on 
how to deal with various aspects of the research, it can also be summarised as a basic 
checklist so that the researcher knows before initiating the research what is the most effective 
and efficient manner in which to introduce the research activities (Kothari, 2004). To 
summarise the information that has been discussed in the sections above regarding the 
research design, it can be concluded that a research design is a complete plan, which covers 
how the research shall be executed.  
The key features of a research design include the following: 
a. A blueprint and a complete description of the types and sources of information 
required for the research; 
b. A scheme outlining which research approaches shall be used so that the research 
meets stated aims and objectives and which are sufficient to collect appropriate 
answers to the research questions; and 
c. Estimates of time and budget required for the research. 
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3.7 Key Components of the Research Design 
The design of the research is an important element and serves as a guide for the researcher. 
The problem is that there are many opinions available concerning what should be included in 
the design of the research and what can be excluded. Kothari (2004) has presented a simple 
rule that the research design will also present all details about the problem and how the 
problem is to be approached to reach a conclusion. The most important elements that can 
directly impact the results are essential; things that can influence the reach in minimalist 
ways can also be avoided.  
 
In summary, the key components of the research design must include the following: 
• A problem statement is a clear statement, which identifies the problem or phenomena 
being investigated. A research should have at least one problem statement. 
• The research design should include a list of procedures or techniques used during 
various stages of the research. There must be a list of techniques for sampling, 
statistical calculations; documentation and even ethical guidelines and an indication 
of how ethical measures will be implemented. 
• The research design must specify the population, which is being investigated, and also 
clearly define the sample that was segregated from the population. The techniques for 
segregation must also be mentioned; 
• Once the information is gathered, the way in which such information is to be used to 
reach a conclusion must also be indicated in the research design.  
3.8 Research paradigm (Mixed Methodology): 
3.8.1 Applying Positivism Paradigm in the Research Context 
The positivism paradigm is also known as the naturalist paradigm. It is mostly quantitative. 
The core principle of this paradigm is based on the argument that reality exists externally and 
is independent of observers, and that the properties of reality can be measured directly 
through observation.  
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This research partly assumes that, ontologically, the reality of the phenomenon under study, 
that is, the barriers inhibiting the implementation of E-government (social, economic, 
technological), exist “out there” independent of the researcher (Burrell and Morgan, 1979). 
These barriers are objective and exist in a manner, which predisposes them to be counted or 
estimated (Guba and Lincoln, 1994). 
3.8.2 Applying an Anti-Positivism Paradigm in the Research Context 
The anti-positivism paradigm also known as constructivism or the interpretivist paradigm 
deals with predominantly qualitative phenomena. The tenet of this paradigm is grounded in 
the argument that veracity, reality or actuality is a social construction and that its implications 
and meanings can be constructed based on circumstantial features or contextual 
characteristics (Guba and Lincoln, 1994). 
 
This research considers the implementation of E-government to be a social construction, 
which depends upon subjective norms. For example, one could argue that the stages of        
E-government implementation in the UAE are neither sequential nor linear and are thereby 
subject to the arbitrary interpretation of the researcher (Burrell and Morgan, 1979). In the 
same way, one could argue that the level of inclusion and participation of the citizenry is 
matter of the researcher’s perceptual interpretation. 
 
The anti-positivism paradigm clearly distinguishes between the actuality of natural science 
and the actuality of social science that is exactly opposed of the positivism paradigm. This 
paradigm is more useful, as it can be used for both qualitative and quantitative approaches, 
where there is data and a conceptual framework and where there is only a theory or idea. It is 
a widely used paradigm, as it deals with both qualitative and quantitative data. This paradigm 
has been used in this research, particularly for exploring critical success factors (CSF) and 
barriers of E-government implementation in Dubai.  
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3.8.3 Summary of Paradigms 
Table 3.3 describes and summarises the research paradigms, research approaches, research 
methods and examples of each research paradigms. 
Table 3.3: Types of Research Paradigms (Adapted from Guba, 1994) 
 
Research 
paradigms 
Research 
approach 
Research methods 
Examples application in this 
research context 
Positivism Quantitative 
Surveys:  
(Questionnaires administered) 
 
Cross sectional: 
Data about a snapshot of an on-
going situation in regards to 
implementation of E-government 
in the UAE used 
 
• Attitude of UAE populace 
towards E-government 
• Relationship between 
(citizen 
participation/inclusion) and 
E-government implement 
ability  
• Effect of barriers (social, 
technological, and cultural) 
on the E-government 
implementation in the UAE  
Anti-
positivism 
Or 
constructivist 
Qualitative 
 
 
Phenomenological; 
Case study 
• A study of critical success 
factors (CSF) to                
E-government 
implementation in the UAE 
• A case study of perception 
of the Smart Government 
Department’s employees 
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3.9 Research Approaches: 
According to Maxwell (2012), the empirical research can be either qualitative or quantitative 
(Zaman, 2011). In this research, a qualitative method is used because of the theoretical nature 
of the study. Thus, the difference in qualitative and quantitative research can be determined 
by reviewing Table 3.4 (Zaman, 2011): 
Table 3.4: Qualitative VS Quantitative Approaches (Adapted from Zaman, 2011) 
Qualitative Research Method Quantitative Research Method 
It helps in answering the questions 
Why? How? What kind of? 
It helps in answering the questions 
What? Where? How Much? How 
Often? 
Concise, discretionarily gathered sample Based on numerical representative 
sample 
study and analysed through qualitative, 
or soft data (i.e., literature review) 
Studied and analysed through 
quantitative or numerical data 
 
Therefore, it could be said that the qualitative approach is effective for the study under 
consideration because it is conducted with the aim of gaining insight into the critical success 
factors, barriers or hindrances encountered during E-government implementation and the 
level of maturity and assessment mechanism of the E-government status. The research 
questions and the aims and objectives of the research call for both qualitative and quantitative 
approaches; hence, a mixed-method approach was used for the research. It was decided to use 
both approaches to take advantage of what both have to offer and thereby gain a complete 
picture of the state of E-government implementation in Dubai. 
3.10  Research Strategy 
Blaikie (2007) defines research strategy as the manner in which the “what”, “why” and 
“how” of the research questions are answered, adding that a research strategy should be 
decided on early so that the researcher is clear about the methods of data collection and the 
chosen sources of data. Robson (2002) lists three research strategies: experiment, survey and 
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case study. Recently, Yin (2003) has added two more strategies to this list, as shown in Table 
3.5: archival analysis and historical analysis.  
Table 3.5: Research Strategy (Adapted from Yin, 2003) 
 
 
This study is concerned with the evaluation of E-government implementation in the UAE 
public sector; the following two points are therefore worth noting. First, the events 
investigated are contemporary, as the use of E-government is in its maturity in the UAE. 
Several authors have observed that this is also true in other Middle Eastern countries (Al-
Khalifa and Aspinwall 2000; Al-Zamany et al., 2002; Al-Marri et al., 2007). Second, in the 
present case, it will be not possible to clearly define the phenomenon (the implementation of 
E-government) or the context (the Dubai Smart Government Department), yet the study 
sought to identify the key influential factors associated with successful E-government 
implementation and explain how they would facilitate and affect its implementation. In 
essence, such an examination requires a clear understanding of the “what” and “how”, 
because the researcher has little or no control over behavioural events in Dubai Smart 
Government Department. 
 
Based on the above reasoning, a single case study was chosen as the appropriate strategy for 
this research, as it would enable the researcher to examine, explore and understand (Yin, 
108 
 
5.5 Research strategy  
Blaikie (2007) defines research strategy as the manner in which the ‘what’, ‘why’ and 
‘how’ of the research questions are answered, adding that research strategy should be 
decided early, in order to be clear about the methods of data collection and the chosen 
sources of data. Robson (2002) lists three research strategies: experiment, survey and 
case study. Recently, Yin (2009) has added two more strategies to this list, as shown in 
Table 5.1: archival analysis and historical analysis.  
 
Table 5.1: Research strategy (Yin, 2009) 
 
Methods Form of research question 
Requires control 
of behavioural 
events? 
Focuses on 
contemporary 
events? 
Experiment How, why Yes Yes 
Survey 
Who, what, where, 
how many, how 
much 
No Yes 
Archival 
Analysis 
Who, what, where, 
how many, how 
much 
No Yes/No 
History How, why No No 
Case Study How, why No Yes 
 
Yin (2009) states that choosing an appropriate research strategy is dependent on 
considering three factors: the type of research questions, the extent of control over 
events and the level of focus on contemporary events. Therefore, the choice of the case 
study strategy in the present research is justified for several reasons, but primarily 
because the researcher sought to investigate a phenomenon within the real-life context 
of an organisation (Yin, 2003). 
 
In the case study approach, according to Creswell (2009), the researcher investigates in 
great detail the performance, actions, processes and systems of one or ore 
organisations or individuals. This requires the researcher to use an assortment of data 
  84 
2003) the process of successful E-government implementation in the context of the Dubai 
Smart Government Department. 
3.11 Unit of analysis: 
Although the Dubai government has many departments, the E-government implementation 
covers the different departments as one unit. In other words, this is a holistic case study of the 
Dubai Smart Government Department, which is in line with Yin’s (2009) recommendation 
that the global nature of E-government implementation in organizations means that a holistic 
design must be considered. 
3.12  Sampling Techniques: 
This study adopts two types of sampling techniques at different stages of the research. First, 
at the quantitative stage of the study, a systematic random sampling was adopted. The 
number of employees who have worked in E-government implementation was obtained from 
Human Resources. Human Resources then randomly administered the questionnaire to 
employees until a representative sample was obtained (Saunders et al., 2012).  
 
Second, at the qualitative stage of the study, a purposive sampling technique was adopted. In 
so doing, a procedure referred to as maximum variation was followed throughout to minimise 
bias. A set number of managers who work in different sub-departments with different 
specialisations in regards to the E-government implementation were identified. Afterwards, 
the interviews were conducted based on each manager’s areas of specialisation, which led to 
the emergence of an interesting variety of themes (Patton, 2005; Saunders et al., 2012) 
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3.13  Data Collection Methods Associated with the Case Study 
Strategy 
The distribution of the questionnaire was sent only to employees who are involved in or have 
worked in any phase of E-government implementation in Dubai Smart Government 
Department. 800 questionnaires were originally distributed, and we achieved a good response 
rate of over 50% and so obtained enough data to analyse. 
 
The Human Resources Department distributed 800 copies of questionnaires to various 
sections and units involved in the implementation of E-government in Dubai Smart 
Government Department. The researcher’s aim was to collect a representative sample size; 
thus, when the sample reached 450, the HR department collected the completed 
questionnaires. 
 
The questionnaire was in English, because English is standard within the organization (Dubai 
Smart Government Department) and as this eliminated any need for the researcher to 
translate it. Once the Human Resources Department had received 450 completed 
questionnaires, the researcher was informed to arrange their collection, as this was now over 
50% of the 800 distributed. 
3.14  Chapter Summary 
Chapter 3 discusses the methods employed in carrying out the research. The main objective 
of this research is either to gain new knowledge or to add to the present body of knowledge 
regarding any phenomena or to search for evidence regarding any issue; and on the basis of 
acquired facts and information to either accept or reject the phenomena. When a researcher is 
involved in the process of exploring a domain of knowledge for any of these reasons, he/she 
follows a systematic procedure. The formal process that is used to acquire knowledge or 
gather facts is termed a “research methodology”. The formal definition of research 
methodology is systematic; that is, it involves a step-by-step process, which is used to 
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explore and investigate an unknown or relatively unknown issue or phenomena to find more 
facts and information so as to reach a logical conclusion.  
 
The researcher concluded that the use of mixed methods would give the researcher the 
freedom (Jankowicz, 2005; Cameron and Price, 2009; Creswell, 2009) to identify the factors 
in the Dubai Smart Government Department, which affect the successful implementation of 
its E-government. The use of a quantitative questionnaire would enable the examination of 
current perceptions in relation to these factors across the organisation, which could be further 
investigated through the use of semi-structured interviews with people involved in the 
implementation process to gather their views about the impact of the factors on the process. 
 
The review of published studies also indicates that mixed methods would be a key approach 
to investigating the implementation of E-government and the evaluation of the system 
(Leonard et al., 2002; Soltani et al., 2006; Bahzad and Irani 2008; Tarí 2008; Bhat and 
Rajashekhar, 2009). By means of an approach developed from reviewing the literature, the 
final data could be compared with that from earlier studies, thereby extending the existing 
body of knowledge regarding the implementation of a successful E-government. Chapter 4 
considers the conceptual models used for this research. 
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4.0 Chapter Four: Conceptual Model 
4.1  Introduction 
This chapter aims to develop a conceptual model for E-government implementation and 
adoption. The reasoning behind this section of modelling is to capture the theoretical 
perspective of E-government implementation challenges, which will represent the framework 
structure addressing the variety of issues that impact the implementation process. The 
purpose of a conceptual model is to form a basis for creating a roadmap concerning empirical 
data collection and analysis in the subsequent chapters and to establish a comprehensive 
overview of E-government project implementation and adoption within the context of the 
Dubai Smart Government Department covered by scope of this thesis. 
 
Chapter 4 is divided into three main categories: the listing of models that have been studied 
with regards to the stages and levels of E-government implementation; the chapter also looks 
at the major factors in E-government implementation, listing the main sub-headings and 
factors emphasized by the literature review; and finally, the last section forms the road 
mapping of a theoretical conceptual model for E-government project planning, including 
implementation, and the discussion of factors from this chapter, used in those subsequent, to 
form the foundation for empirical research and analysis. 
4.2  Stages of E-government 
4.2.1 The UN/ASPA Model Theory 
The study by UN/ASPA suggests that there are four stages of E-government; the emerging 
stage, the interactive stage, the transactional stage and the seamless integration stage. At the 
first stage (according to the UN report), there is a basic one-way flow of information; this 
information is limited, basic and static, and the government has a minimalistic online 
presence via a few online websites for various departments with no interconnectivity. 
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At the next stage, users are able to download forms, contact officials and interact with the 
system to make requests and access online services. The next stage (the transactional stage), 
allows for the system to provide its users with a platform from which to complete end-to-end 
transactions online, pay for various services, issue bills and conduct their business through 
the government portals available to them. At the final level, that of seamless integration, there 
is total comprehensive integration of online functions and services across all departments, 
with administrative hassle and human error being minimised. This is the ideal stage and level 
of maturity at which all governments should, according to the report; aim to aspire 
(UN/ASPA, 2001). 
4.2.2 Justification for Layne and Lee model  
The Layne and Lee model proposed for the study of E-government is by Layne and Lee 
(2001). It outlines the developmental stages of E-government as cataloguing, transactional, 
vertically integrated and horizontally integrated. According to this study at the catalogue 
stage, all departments have an online presence established and offer a minimal amount of 
functionality to users. The focus of this stage is to catalogue and organise information and 
present it in a searchable indexed fashion on the web. 
 
The next stage of transaction begins (according to Layne and Lee, 2001) when citizens are 
offered online services they actively respond to. The government creates a mechanism for 
putting interfaces online to offer e-services and transactions such as the payment of fines, 
bills and taxes through the web. As the number of services increases and the system begins to 
integrate with other autonomous systems on the backend, this leads to vertical integration of 
the system, thereby transforming the government into the next stage. Vertical integration is 
the integration of systems of similar functions within the structure, whereas horizontal 
integration is the integration of different levels of services in the system (Layne and Lee, 
2001). 
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4.3  Factors which Influence the Success of E-government 
Projects 
4.3.1 Top-level Management Support 
Sanchez et al. (2003) state that leadership support and understanding of projects is critical to 
the successful implementation of E-government projects. According to Sanchez et al. (2003), 
higher government officials might be hesitant to change, and E-government may be viewed 
as a menace to their power and authority. Furthermore, fear of failure coupled with a fear of 
losing power and lack of involvement might also contribute to resistance by leadership 
(Heeks, 2003). This critical lack of support and knowledge amongst the higher echelons of 
bureaucratic power may lead to other factors such as poor project management, a failure of 
technology, a lack of funding being allocated towards projects, and unmanageable demands 
and expectations from project developers. For this reason, there needs to be active 
participation by top management in the implementation of the project. Adequate allocation of 
funding and time towards the implementation of a project is also required.  
 
Similarly, absolute clarity of vision, which is well communicated and distributed throughout 
the organisation by top-level management, is also necessary (Simmons, 2000). Top-level 
management needs to inculcate a culture of change and ensure effective communication 
within the organisation. According to the literature, a process of change management is 
needed that begins from the top and has a “trickledown” effect. This trickledown effect needs 
to commence by change being first implemented then inculcated by top-level management. In 
other words, management needs to lead by example and show subordinates the system being 
put in place works and will make lives of mid and lower level managers and workers easier 
and also aid streamlining business process, even the system itself (Lam, 2005). 
4.3.2 Organisational culture, support and employee training 
Culture refers to an attitude and perspectives shared by individuals who shape their 
behaviours and the way they perceive a system. Various factors determine an organisation’s 
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culture: These are social structure, religion, language, education, economic philosophy and 
political beliefs (Chan, 2013). The technology acceptance model (TAM) of Stylianou et al. 
(2003) has been used to research the external cultural variables, which limit the beliefs of 
Chinese peoples’ perception of e-commerce. The model points out that Chinese rely on the 
use of cash, which is a great cause of resistance to the adoption of e-payment systems, as they 
use credit cards and online systems for the payment of goods and services. The E-government 
experience of the UK illustrates that the British still feel resistance toward the use of well-
established online payment facilities provided by government. The reason for this reluctance 
and inherent lack of trust by end-users is the belief that their money and data will be stolen 
online (Swartz, 2003). 
 
Organisational structure has to do with how an organisation separates the various 
responsibilities of its employees and the structure that holds the system together and allows 
for the coordination of its personnel. In the context of the Dubai Smart Government 
Department, public-sector organizations are encouraged to make key changes that allow for a 
re-engineering of work processes in such a manner that allows for smooth integration with 
the new system. Layne and Lee (2001) state that E-government becomes better established 
only when the organisational structure of the relevant agencies is made fluid and changes 
towards key internal and external aspects. These changes may raise challenges such as 
resistance and a failure of trust in the department between the government and its employees. 
Employees may even feel threatened, both in terms of authority and job security, when 
adopting new technologies. However, this is a fundamental necessity of successful project 
implementation (Al-Shehry et al., 2006). 
 
Employee training in the use of the new system is key to the inculcation of E-government 
values and the use of the system by employees. Employees and managers require 
familiarisation with the system they are going to work under so they can be prepared for 
change. The rapid development of technology and constant change means that skills imparted 
need to be transferable and scalable, otherwise they will quickly become obsolete. It is 
therefore imperative that employee training and education regarding new technologies helps 
employees to more easily adapt, thereby enhancing their level of comfort with the system. If 
training resources are not up to the mark, this can result in a decrease in productivity and an 
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increase in the risk of failure. Heeks (2003) states that, “senior public officials—both 
managers and politicians often lack the IT skills and even awareness of IT systems” that are 
necessary to bring about change (Heeks, 2003). In this regard, officials must be provided with 
adequate training as one of the key influential factors towards success of E-government 
projects. Lastly, various scholars argue that there is a strong positive correlation between 
training and implementation success (McGowan, 1997). 
4.3.3 System Design, Security and Integration 
System design is a key factor in the development of a successful E-government 
infrastructure; the literature highlights numerous obstacles, which hinder government efforts. 
It is common for various agencies to have incompatible hardware and software, which can 
hinder the successful implementation of an E-government’s networks. The network of the 
Dubai Smart Government Department is interconnected with back-end connectivity leading 
to a single database called “GIN” for global integrated network. During implementation, all 
systems must be modelled and built so as to ensure that they are scalable and integral with the 
GIN. 
 
Uniformity of hardware and software system standards is necessary so that system integration 
is not a problem. Similarly, there needs to be a standard user interface and format. The 
systems need to be intuitive, and skills learned by employees on one section of the system 
must be easily transferable so employees do not need to be continually re-trained when 
relocated to different departments or sections of the system. Keen and Klahr (1991) define 
standards as agreements regarding procedures, interfacing standards and system hardware 
engineering for the development of new services which allow services to be differentiated 
however similar they are to one another (Keen and Klahr, 1991). Likewise, Nyrhinen (2006) 
argues, “The standard of IT needs to dictate the assets that are acquired for the system and 
utilized within the organisation. Standards act as a glue that link the use of physical and 
intellectual IT assets” (Nyrhinen, 2006). 
 
System security and privacy is another key concern for researchers in the field of                 
E-government. System security is a key issue, which plagues government organizations; it 
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impacts the level of trust end-users and employees have with respect to the system. Issues of 
security include computer security, privacy of user data and confidentiality and prevention of 
misuse. Conklin and White (2006) postulate that information stored in databases and systems 
is the most valuable aspect of the entire E-government system (Conklin, 2007). Bearing this 
in mind, system security and privacy require monitoring and must be continually improved. 
The damage that unauthorized access and systems hacks can have on the success of a project 
cannot be underestimated (Al-Khouri, 2013). Similarly, transactional security and the proper 
prevention of online identity theft are required to build end-users’ trust. This may be brought 
about by the process of online signatures, the use of biometric identification and multi-factor 
authentication (Layne and Lee, 2001). 
 
The Layne and Lee integration model encompasses two types: vertical and horizontal. Layne 
and Lee describe vertical integration as the integration of local systems linked to higher-level 
systems, which ultimately link to a centralised database. This integration assumes efforts by 
all agencies are combined and that data gathered by one department is visible and accessible 
to another. The greater the complexity of the system, the more integration is required for both 
internal and external applications and use. 
 
Al-Khouri (2011) states that, “The overall system integration is one of the biggest obstacles 
in E-government implementation”. Furthermore, researchers have found that all                   
E-government systems need to be linked both horizontally and vertically between both the 
front and back-end of offices for information systems of different government departments to 
facilitate the creation of one-stop shop delivery of online services (Al-Khouri, 2011).  
 
Table 4.1 highlights the various factors facing successful E-government implementation. The 
factors are all inter-related and thus affect one another. Hence, this research aims to examine 
all of these factors, addressing them all separately throughout the following chapters. 
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Table 4.1: Factors that influence E-government Projects 
 
 
 
Theme Factors Description 
Top 
management 
Project 
Planning 
Project planning needs to be done at the highest 
levels of authority. There needs to be a clear 
vision and project roadmap, which is well 
communicated to subordinates. 
Resource 
Allocation 
Adequate resources in terms of both time and 
money need to be given to the project to ensure 
success. 
Change 
Management 
A plan for change management that begins at the 
highest level of management and has a 
trickledown effect is required. 
Organisational 
Structure and 
Support 
The organisational structure and hierarchy of 
power needs to be re-distributed to allocate 
worker roles and administrative mechanisms 
allowing the organisation to conduct co-
ordinated efforts. 
Culture 
There needs to be an organisation-wide culture 
of acceptance of the system and positive change 
towards embracing the new system and ideology. 
Training 
Employees and managers require training and 
education in system use in a fashion, which 
appreciates their skills and is transferable, 
scalable and adequate to the current system and 
future expansions. 
Employee 
Empowerment 
Employees need to be given a degree of 
autonomy whilst working with the system; they 
need to have the freedom to work within their 
boundaries and have the trust of management. 
System 
System Design 
The system needs to be designed in such a 
manner that it integrates with other systems 
across the network, thus allowing for inter-
departmental communication and use. 
Security and 
Privacy 
Security issues such as computer security, 
privacy of user data and safety of online 
transactions needs to be ensured. 
System 
integration 
The system needs to be integrated across 
different roles providing a one-stop shop for all 
online services across departments. 
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4.4 Conceptual Roadmap for Moving Forward 
Figure 4.1 illustrates how the researcher constructs the conceptual roadmap. 
 
 
Figure 4.1: Conceptual Model of Factors in E-government Success 
Figure 4.2 highlights the various barriers to successful project implementation. The 
barriers are all inter-related and affect one another. Hence, the research aims to examine 
all aspects of these barriers and addresses them separately in the following sections. 
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Figure 4.2: Barriers in the way of Successful Implementation 
Figure 4.3 illustrates a conceptual roadmap to a successful E-government 
implementation. 
 
Technology	Barriers	
Poor	Technical	Design	
Lack	of	System	interoperability	
Lack	of	System	Scalability	Lack	of	System	integration	
Strategic	Barriers	
Lack	of	proper	Vision	
Lack	of	Strategic	Planning	Too	many	deviations	in	Project	Implementation	Lack	of	comunication	to	lower	management	
Legal	and	Security	Barriers	
Lack	of	Legal	legitimacy	
Poor	security	for	Identitiy	and	Finance	Data	
Poor	Budget	Planning	
Lack	of	Laws	to	Regulate	Smart	government	
Monetary	Barriers(ROI)	
Unjustified	costs	in	Implementation	Lower	Quality	Service	in	Comparison	to	Traditional	Largre	Premium	Fee	
No	Proper	Mechanism	to	Justify	Costs	
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Figure 4.3: Phases of E-government Projects 
The proposed roadmap starts with the planning phase, which is the most important phase. 
This is necessary to get the full support of the top management so they can give approval 
to the project. Next, it is important to be prepared for change in the organization. Also, 
the system is designed in this phase and the time and budget for the project is decided 
upon in this phase.  
  
The implementation phase comes in second, which takes care of system development and 
security and ensures that the system is within the time and the budget.  
 
The third phase involves introducing the system to the public, which is called public 
awareness. This phase is required to build trust so that the public can use system knowing 
Planning	Phase	• support	from	top-level	management	• cultural	and	structural	change	in	organization	• design	of	system	• allocation	of	proper	time	and	finances	Implementation	Phase	• system	development	• system	security	• creating	a	culture	of	change	• creating	proper	standard	operating	procedures	• proper	methods	of	measuring	changes		• ensuring	that	goals	and	targets	are	met	• ensuring	system	is	implemented	efficiently	and	properly	Introducing	System	to	Public	• mass-media	campaigns	• increasing	security	and	trust	• ensuring	ease	of	access	• ensuring	ease	of	use	• ensuring	a	positive	return	on	investment	• ensuring	public	support	and	populatiry	• ensuring	constant	changes	and	updates	to	sytem	Successful	E-government	Project	
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that their money is secure and the system is trustworthy. Also, it is necessary to make 
sure that the system is easy to use for most of users who are coming from different 
backgrounds and different levels of education. 
Finally, all these phases will help to improve the successfulness of the E-government 
system in the future. 
4.5 Chapter Summary 
This chapter has explained the conceptual model behind this research. Two theories are 
considered: the UN/ASPA model theory and the Layne and Lee model theory. The 
UN/ASPA model provides four stages of E-government, including the emerging, 
interactive, transactional stages and the seamless integration stage. The Layne and Lee 
version identifies the growth stages of E-government as cataloguing, transactional, 
vertically integrated and horizontally integrated.  
 
Various factors have also been identified from an organisational perspective, which 
appear to be capable of inhibiting or facilitating the success of E-government projects. 
These factors include top-management supports organisational culture and employee 
training and development, system design, security and integration. The next chapter 
reviews the theoretical framework and data sources. 
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5.0 Chapter Five: Theoretical Framework and Data 
Sources 
5.1 Introduction 
Analysis of the hypothetical framework used in this research and the various sources of 
data collection is offered here. A review of the literature on E-government suggests that 
data and information should be collected from senior managers, project managers and 
directors who have been directly involved in E-government implementation (Davies, 
2008). Bowen (2008) advises that, for qualitative investigations, an appropriate sample is 
comprised of participants who best represent or have knowledge of the research topic. 
5.2 Research Questions 
To achieve the aims and objectives of this study, the research addresses the following 
fundamental questions: 
 
RQ1 How to measure E-government success? 
RQ2 What are the critical success factors for a successful implementation of   
E-government? 
RQ3 What barriers hinder the successful implementation of E-government in 
the public sector? 
RQ4 How are these critical factors deployed in the public sector in UAE? 
RQ5 What are the maturity levels of the public sectors in UAE? 
 
 
 
 
  99 
Table 5.1 is offered to explain how the research questions were derived. 
Table 5.1 How the Research Questions were derived 
Research Questions 
 
How the research questions were derived 
RQ1 To support the investigation of the current 
situation of E-government in UAE (A1) 
RQ2 To clarify the critical success factors 
and supports (A2) 
RQ3 Involves exploring the barriers to a 
successful E-government 
implementation which also 
supports (A2) 
 
RQ4 It also supports (A2) and explains 
more about the importance of 
identifying the critical success factors. 
 
RQ5 Finally, this question is intended to 
illustrate the current situation of        
E-government in UAE (A1) 
 
 
  100 
5.3  Expected Results 
The outcomes of this research fall within the aims and objectives of the study. These 
include the following:  
i. To identify the critical factors for successful implementation of E-government, 
ii. To identify the measurement criteria for a successful E-government, 
iii. To examine the barriers hindering the implementation of E-government in the 
public sector, 
iv. To investigate the critical factors that are deployed in E-government in UAE, and  
v. To develop a roadmap for successful implementation of E-government in UAE 
public sector. 
 
The proposed method for conducting the study is shown in Figure 5.1: 
 
 
Figure 5.1: Models for Research Methodology 
Figure 5.1 illustrates the methodology used to implement the study and to collect the 
data. It also shows how is the results were validated.  
 
The hypotheses formulated in Section 5.4 have been formulated to confirm/test the 
relationship between the variables affecting the critical success factors (CSF) leading to 
successful implementation of E-government in the Dubai Smart Department (Bernard, 
2000). A deductive approach was used to guide the formulation of the hypotheses, which 
are grounded in extant theories (of CSF) in the context of E-government implementation 
Literature	Review	
Development	of	
Hypomanuscript	
Survey	Design	 Data	Collection	
Quantitative	analysis	
Interview	Conducted	 Interview	Findings	postulated	
Qualitative	Analysis	Validation	of	Hypomanuscript	 Finalization	of	Framework	
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in the UAE. The researcher targeted a large sample of 450 so as to capture the scope of 
the perceived understanding of E-government implementation (Bernard, 2000). Please 
see Table 5.2 for the visual depiction of the correlation of dependent and independent 
variables in this study. See Section 6.5 for a detailed analysis of the correlation of the 
dependent and independent variables of this study.  
5.4 Hypothesis Regarding critical success factors 
The hypothesis set out here is based on identifying a statistical relationship, which 
exhibits a link between the variables, which affect the critical success factors (CSF) 
leading to successful implementation of E-government in the Dubai Smart Government. 
In so doing, a deductive approach was used to guide the formulation of the hypotheses 
grounded in extant theories of CSF. The researcher targeted a large sample of 450 so as to 
capture the scope of perceived understanding of E-government implementation (Bernard, 
2000). The hypothesis is set to test the credibility and statistical significance of the 
relationship between the dependent variable and all the independent variables in this 
study. In short, the study attempts to test the hypothesis that each and every one of the 
independent variables determines critical success factors. Furthermore, the study aims to 
test the possibility of joint determination of the dependent variable by all the independent 
variables. This can be stated as follows: 
Hypothesis 1: The overall level of importance of the critical success factors is a 
weighted sum of the level of importance of each critical success factors. 
Equation 1 Critical Success Factors = µ1 Top Management + µ2 use and purpose + 
µ3 Cultural Change + µ4Organisational Structure + µ5 Effective Communication + 
µ6Training + µ7 Employee Empowerment+ µ8 Performance Management + µ9 
Implementation Efficiency+ µ10 Trust and Security + µ11 System design + µ11 CS + 
µ12Organisational Resources +µ15 System Integration ± Other Factors 
Equation In Abbreviation CSF = µ1TM + µ2U + µ3CC + µ4OS + µ5EC + µ6T + µ7ES+ 
+ µ8EE µ9PMS + µ10IE+ µ11TS + µ12SDI + µ13 CS + µ14OR+ µ15SI ± Ω 
 
The diagrammatic presentation of such relationship is demonstrated in Figure 5.2. 
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Figure 5.2: Hypothesis Models for Critical Success 
Table 5.2 depicts the relations between the dependent variable (DV) and the independent 
variables (IV) of the research with respect to CSF: 
 
The accomplishment of E-government schemes, according to this research, relies upon 
the eleven variables mentioned above. Depending on numerous variables, which involve 
the regression model demonstrated above, fifteen theories were created and thoroughly 
verified with respect to the data provided. The primary calculation consisted of fifteen 
aspects, of which four were intentionally dropped from the final calculation due to a 
contradiction demonstrated by the review. These four aspects, whose Cronbach’s alpha 
values were very much immaterial, diminished the accuracy of the whole model.  
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Table 5.2: Classification of Variables for CSF 
 
The theories stated below include the four ignored aspects, and the appendix 
demonstrates their conclusions:  
 
i. In Dubai Smart Government Department, the encouragement of top management 
is considered important and fundamental to the effective application of the          
E-government. 
ii. In the Dubai Smart Government Department, effective application of the            
E-government requires identifying its use and its function. 
iii. For the effective application of E-government in the Dubai Smart Government 
Department, motivating the transformation within the civilian society is essential.  
iv. For the effective application of an E-government in the Dubai Smart Government 
Department, the encouraging arrangement of the organisation is essential. 
v. For the effective application of the Dubai Smart Government Department, 
efficient interaction is essential. 
vi. For the effective application of an E-government in the Dubai Smart Government 
Department, exercising the progression of the workers is essential. 
vii. For the effective application of an E-government in the Dubai Smart Government 
Department, the participation and the gratification of the workers is essential. 
viii. For the effective application of an E-government in the Dubai Smart Government 
Department, the authorization of the workers is essential. 
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ix. For the effective application of an E-government in the Dubai Smart Government 
Department, the operation’s evaluation system is essential. 
x. For the effective application of a new E-government in the Dubai Smart 
Government Department the application competence is essential. 
xi. For the effective application of an E-government in the Dubai Smart Government 
Department, faith and safety are essential. 
xii. For the effective application of an E-government in the Dubai Smart Government 
Department, scheme format and strategy are essential. 
xiii. For the effective application of E-government in the Dubai Smart Government 
Department, the complexity of the organisation is essential. 
xiv. For the effective application of an E-government in the Dubai Smart Government 
Department, the proficient use of the resources offered by the business is 
essential. 
xv. For the effective application of an E-government in the Dubai Smart Government 
Department, the assimilation of the business is essential. 
5.5 Hypothesis for Barriers 
Hypothesis 2: the overall level of importance of the barriers to E-government 
implementation is a weighted sum of the level of importance of each barrier.  
Equation 2 Barriers to deployment= Technology barriers + Strategic barriers + 
Legal Security and Budgetary barriers + Return on Investment ± Other Factors 
Equation in Abbreviation BD=µ1Tech+µ2CS+µ3LSBC+ µ4ROI ± Ω 
 
The independent variables within this equation are the various factors affecting 
deployment. Those barriers include Technology, Strategic, Legal, Security and Budgetary 
barriers and finally return on Investment, as illustrated in Figure 5.3: 
  105 
 
Figure 5.3: Classification of Variables for Barriers to E-government 
 
Figure 5.4 presents the hypothesis model for barriers to successful deployment. 
 
Figure 5.4: Hypothesis Model for Barriers to Communication 
The effective application of the E-government is delayed by a total of five main 
hypotheses, according to this study. The difficulties are revealed below in the form of 
theories. Like the first computation, the primary calculation of the difficulties had an 
additional number of variables, but these were removed from the final reckoning after the 
regression model and the assessments revealed the hypothesis to be false and to put the 
reliability and precision of the model at risk. Figure 5.4 further explains the evaluation 
thus: 
Barriers	to	e-government	success	
Technological	
barriers	 Strategic	barriers	 Legal	barriers	 Security	barriers	 Monetary	barriers(ROI)	
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i. The effective application of an E-government in the Dubai Smart Government 
Department is generally interfered with by technical difficulties. 
 
ii. The effective application of an E-government in the Dubai Smart Government 
Department is generally interfered with by tactical (Vision and Mission) 
difficulties. 
 
iii. The effective application of an E-government in the Dubai Smart Government 
Department is generally interfered with by individual and traditional difficulties. 
 
iv. Official, safety and financial limitations generally interfere with the effective 
application of an E-government in the Dubai Smart Government Department. 
5.6  Sample Size 
The number of participants can be delineated as the sample size. The sample size is the 
actual number of respondents or participants who took part in the research. It is advisable 
that the sample be large enough so that externalities have little impact on the results. As 
researchers are bound by constraints of time, money, manpower, space and other 
resources, samples are restricted to numbers, which are manageable and still represent a 
clear picture. The key considerations when selecting or deciding upon the sample size are 
the confidence interval and the size of the population. The sample size for the 
questionnaire was 450, which is 25% of the employees of the Dubai Smart Government 
Department. The sample size for the interviews was 25 expert respondents. 
5.7  Interviews 
A pilot interview was conducted with one of the top managers to test the suitability of the 
questions and to get management feedback to add to the main interview. 
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This manager was selected because he is in a decision-maker position and has wide 
knowledge of all the operations of the E-government in the Dubai smart government. He 
also has a very good understanding of English and information technology (IT).  
 
Hussey and Hussey (1997: 156) define an interview as “a method of collecting data in 
which selected participants are asked questions to find out what they do, think, or feel”. 
Yin (2003) justifies the interview as enabling human interactions to be reported and 
interpreted through the eyes of the interviewee, giving the researcher a specific 
perspective on the process or event.  
 
Bryman and Bell (2007) distinguish three types of interview: structured, semi-structured 
and unstructured. Yin (2003) emphasizes the fact that, during any interview, the 
researcher should follow his or her own line of inquiry and should ask questions in an 
unbiased manner. Yin (2003) further advises that, by recording the interview, the 
researcher can gather accurate data and remain focused on note taking. Soltani (2003) 
conducted an interview to try to identify the critical factors for accepting and successfully 
implementing TQM practice and to understand why and in what way they were important 
or influential.  
 
Conducting interviews to gain insights into and information about a particular subject or 
first-hand experience is a very popular research method. Interviews are widely used in 
research. Interviews have many benefits and can help extract knowledge and information, 
which is usually very difficult to extract through questionnaires or other forms of data 
collection. The key advantage of interviews is that they can cover both factual and 
contextual aspects; they can obtain very specific answers and very detailed experiences. 
Interviews can reveal the story behind a user’s experience(s).  
 
Interviews in this study have been employed as a way to triangulate and strengthen 
inferences drawn from the quantitative results in regards to CSF. This study therefore 
uses methodological/data triangulation such that qualitative interviews reinforce the 
quantitative data drawn from the questionnaire (Miles and Huberman, 1984; Easterby-
Smith, 2002). This is justified since the quantitative data, although insightful, has 
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shortcomings in regards to its high level of abstraction and interviews provide an 
opportunity to understand context and unique experiences (Klein, 2007). In addition, 
since certain issues used in this study (such as culture, history, and tradition) are difficult 
to measure with precision, the interviews provide a means to triangulate the findings 
(Turner, 2007).  
5.8  Interview Questions Design 
Interview design is also a very complicated task: Interview questions which cater to the 
research aims and objectives need to be designed. As a part of the research plan, there are 
certain aims and objectives; research questions which are validated or information about 
them, is extracted during the survey stage, while some extracted during the interview 
process. In some cases, a research objective, due to its complexity, is validated through 
both the survey and the interview process.  
 
Mapping is simply defining from where certain knowledge or information shall be 
extracted. Hence, it is imperative that the researcher map the research based on the aims 
and objective and the research questions already mentioned. This was done using both 
interviews and a questionnaire, as illustrated in Table 5.3. 
Table 5.3: Research Work Mapping and Flow 
 Research Aims and 
Objectives 
Methods Justification 
A 
To identify the critical factors 
for a successful 
implementation of                
E-government. 
Survey 
Survey is appropriate here since; the 
questionnaire was administered to a 
large audience of 450 respondents to 
examine their broad perceptions of 
critical success factors for implementing 
E-government.  
B 
To identify the criteria of 
measurement for a successful 
E-government. 
Survey 
Survey is appropriate here since; the 
questionnaire was administered to a 
large audience of 450 respondents to 
examine their broad perceptions of 
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critical success factors for implementing 
E-government. 
C To examine the barriers 
hindering the implementation 
of E-government in the public 
sector. 
Survey and 
interview 
Surveys tend to be limited with respect 
to in-depth understanding. Thus, the 
need for interviews with fewer numbers.  
D To investigate the critical 
factors that is deployed in    
E-government. 
Survey 
Survey tends to be limited in regards to 
in-depth understanding. Thus, the need 
for interviews with fewer numbers. 
E To develop a roadmap for 
successful implementation of 
E-government in public 
sector. 
The survey and 
interview results 
Survey tends to be limited in regards to 
in-depth understanding. Thus, the need 
for interviews with fewer numbers. 
 Research Questions  
F How to measure                     
E-government success? 
Interview 
Interview provides detailed 
understanding 
G What are the critical success 
factors for a successful 
implementation of                
E-government? 
Survey 
Interview provides detailed 
understanding 
H What are the barriers to the 
successful implementation of 
E-government in public 
sector? 
Interview/Survey 
Interview provides detailed 
understanding 
I How are these critical factors 
deployed in the E-government 
public sector? 
Interview 
Interview provides detailed 
understanding 
J What are the maturity levels 
of E-government public 
sectors? 
Interview 
Interview provides detailed 
understanding 
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5.9  Number of interview participants 
There are no guidelines for determining the particular number of interviews to be used to 
safeguard the accuracy and reliability of a research. Silverman (2005) states that there is 
no numerical standard for the number of participants to use in a qualitative research, as 
the sample size depends on a variety of factors, including the nature and type of the 
organisation or event being investigated, the time and financial resources of the 
researcher and the objectives of the study. Bowen (2008) advises that researchers carry 
out as many interviews as possible until they feel that they have reached saturation with 
respect to the data they have collected. 
 
The decision was made to conduct 25 interviews with the management of the 
implementation team. The selection focused on managers and key experts amongst the 
implementation team, so the sample size reflects their proportion within the 
implementation project processes. As indicated earlier, the selection process was based 
on purposive sampling, and the participants were managers and members of 
implementation teams, which had been directly involved in the implementation of          
E-government. 
 
The pool of interview participants was drawn from a list of managers who were involved 
in the early stages of E-government implementation. Every participant was interviewed 
separately, and the mean time of each interview was one hour and 15 minutes. The 
duration of the interview ranged from one hour (60 minutes) to one hour and a half (90 
minutes). All participants of the interview stage were carefully selected, and the 
researcher ensured that the interview participants belonged to either upper or upper-
middle management. The reason for this criterion is to ensure that they had complete 
information and insight into the state of affairs. All participants were provided with the 
list of interview questions in advance so they could identify any points for clarification 
and organise their opinions. Detailed notes were taken during the interviews to gather as 
much information as possible. The interview details were then sent back to the 
interviewees by e-mail to give them the chance to review their answers or change them if 
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needed. Some of the managers’ ideas were added in the recommendation section of the 
thesis. 
5.10  Interview Analysis 
Data analysis is seen as one of the most challenging phases of any research, but 
difficulties can be minimised by developing a systematic strategy for analysing the data 
(Yin, 2011; Creswell, 2009). Silverman (2005) and Creswell (2009) argue that organising 
and preparing the data, interview transcripts, scanned materials, field notes and other 
information is a crucial prerequisite to data analysis in a qualitative research.  
 
For this study, the researcher reviewed notes after each session to ensure that they were 
legible while the interview remained fresh in the mind. Saunders et al. (2009) state that 
transcribing qualitative data helps a researcher to focus on the information and ensures 
the accuracy of the data. However, this is a difficult and time-consuming process. 
Bryman and Bell (2007) indicate that listening closely and repeatedly to recorded 
interviews ensures the accurate recording of data and enables the researcher to extract 
information, which leads to answers to the research questions.  
 
To ensure that information is not omitted, the researcher should be as careful as possible 
in note taking and listening. Creswell (2009) emphasises that data must be transcribed 
and checked with care and in stages to help the researcher design the roadmap for data 
analysis. He suggests that the researcher should thoroughly read and review all data, 
interviews and documents to identify the main findings and grasp the key themes and 
information relating to the research questions. 
 
Bryman and Bell (2007) state that the coding of data ensures that the main themes the 
researcher wants to find are covered. Creswell (2009) reiterates that coding ensures a 
systematic search for information relating to the research questions by providing 
categories for ideas, texts and segments, thereby enabling the author to place relevant 
information in these categories. Data collected in this study was repeatedly reviewed, and 
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colour coding was utilised to highlight developing themes and categories found in the 
notes of more than one interview session.  
 
The categories identified were then reviewed to see if some could be merged, and specific 
themes within the text were identified from the review. The coding process allowed 
descriptions of issues to be developed for the case study relating to people, places, the 
organisation and the events in the research setting; thus, coding helped to generate a 
thematic framework in which to identify any relevant information and data relating to the 
themes (Creswell, 2009). Once the themes were identified via categorisation, the 
researcher undertook comparisons within the dataset and with the literature. After placing 
the themes into well-defined categories, a comparison was made of the respondent groups 
and the reports in the reviewed literature. The content analysis became the starting point 
of the discussion, which led to a comparison of the interview and questionnaire results. 
5.11 Questionnaire 
A pilot questionnaire was distributed to a small group of employees (7) to test the 
rationality of the questionnaire. Suggestions were offered by some of the respondents.  
These seven were selected because they were involved in the E-government project and 
had knowledge of the aim of the research. They also had a very good understanding of 
English and information technology (IT). They did not participate in the final 
questionnaire or interviews. As a result, new demographic questions were added to the 
questionnaire as a new section. 
 
The questionnaire is an important research instrument. It is used for gathering or 
extracting information from a sample. In this research, which aims to evaluate the 
effectiveness of E-government in the Dubai Smart Government Department, the 
questionnaire is one of two primary research instruments. The questionnaire designed for 
this research is very comprehensive and detailed, with all closed questions so as to obtain 
a very specific opinion from participants regarding E-government implementation.  
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To support the interviews and address the potential shortcomings of using only one 
research method (Tashakkori and Teddlie (2003); Creswell and Plano-Clark (2011); 
Creswell, 2009), a questionnaire survey was conducted to facilitate triangulation and 
cross confirmation of the phenomena. The questionnaire, according to Saunders et al. 
(2009), is a technique that uses structured written questions to assess individual 
perceptions and reactions regarding specific matters. When individuals complete a 
questionnaire on their own (without the involvement of the researcher), this is referred to 
as self-completion of a self-administered questionnaire (Bryman and Bell (2007); 
Saunders et al., 2009).  
 
Bryman and Bell (2007) and Cameron and Price (2009) suggest that the questionnaire is 
one of the key methods employed in business and management research. According to 
Tashakkori and Teddlie (2003), the researcher creates a form that participants complete. 
It may contain open-ended questions, which invite the respondents to express their own 
perceptions, or closed questions, from which respondents select their preferred options 
from pre-determined lists. It is recommended that a mix of questioning styles be used 
whilst ensuring there is not an overload of data to analyse due to too many open-ended 
questions, particularly with a large sample. Therefore, most questions should be of the 
closed type (Creswell and Plano Clark 2011; Cameron and Price 2009; Saunders et al., 
2009).  
 
Saunders et al. (2009) explain that, in closed questioning, the researcher provides all 
potential participants will interpret a standardised set of questions, which he or she is 
confident, in the same manner. A small number of open questions in a self-administered 
questionnaire provide participants with the opportunity to provide a rationale for their 
actions and additional insights which they believe the researcher requires to understand 
their organisation (Cameron and Price, 2009). One of the main methods used for 
recording closed-question responses is through the use of rating scales, in particular 
summated ratings scales, which are also known as “Likert-like” scales (Tashakkori and 
Teddlie, 2003). The questionnaire developed for this study uses predominately closed 
questions, which require that participants respond on a Likert-like scale.  
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5.12  Questionnaire design 
Saunders et al. (2009) and Cameron and Price (2009) advise that questionnaire data is 
accurate and suitable to the research question to ensure the internal reliability of the study 
process by collecting the data in a consistent manner. The questionnaire response rate, 
according to Bryman and Bell (2007), is affected by the overall design, so it is necessary 
to ensure that the questionnaire is professional and easy to use (Easterby-Smith et al., 
2002).  
 
Ease of use, according to Saunders et al. (2009), includes ensuring that all the questions 
are understood in the manner intended by the researcher and that they address the 
research questions and objectives. Cameron and Price (2009) agree that the questionnaire 
should avoid ambiguity and collect the data in a manner, which helps the researcher 
answer, the study questions. Hussey and Hussey (1997) state that a well-designed 
questionnaire will meet the research objectives by obtaining the information required to 
complete the study inexpensively in the optimum time.  
 
The questionnaire design stage is crucial. The questionnaire for the research was designed 
in light of the aims, objectives and research questions. To design a questionnaire, which 
served the purpose of the research, a very detailed review of the literature was necessary. 
Key variables from various sources were identified, and an inclusive list of variables 
which included variables relating to all the research objectives, aims and research 
questions was developed for every variable evaluated, regardless of whether or not it was 
relevant to the implementation of E-government at the Dubai Smart Government 
Department. 
 
After much deliberation and consideration, the variables were selected and questions 
seeking information based on those variables were formed. Throughout the questionnaire, 
a point was made to consider the respondent. Simple, crisp and easy-to-comprehend 
questions were formulated. All questions followed a positive approach; that is, every 
question indicated a positive tone. For example, when inquiring about a particular critical 
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success factor, that question would state that “a particular CSF is considered important to 
the successful implementation of E-government”, rather than suggesting that the 
particular CSF is not considered important to the implementation of E-government. Thus, 
the respondents would not be confused when filling in the questionnaire. 
 
The questionnaire started in the beginning of June 2014 and ended in September 2014, so 
it took almost three months.800 hard copies of the English-language questionnaire were 
sent to the respondents of the Dubai Smart Government. Out of the 800 questionnaires, at 
least 450 valid (fully answered) ones were returned. Overall, this demonstrates that the 
study has obtained an adequately high response rate of 50% (450/800) (Nulty, 2008). The 
450 responses were self-administered by the researcher through the method of drop and 
collect and distributed by the Human Resources Department. The Human Resources 
Department distributed this questionnaire, and there was a very high response rate. 
English was chosen for the questionnaire, as the potential responders were known to have 
a reasonable knowledge of English. English is the common language used in these 
departments due to the multicultural nationalities of the employees. They also all had 
some previous involvement in the E-government implementation in the UAE. 
5.13  Questionnaire content 
According to Saunders et al. (2009), questionnaires provide a unique opportunity to 
gather individuals’ perceptions regarding a specific subject, as it is difficult to return and 
collect additional information at a later time; anonymity also makes it impossible to 
identify individual respondents to seek clarification. Due to the limited access to 
participants and the need to successfully engage with them, it is necessary to spend time 
and effort in planning and designing the questionnaire to meet the study requirements and 
objectives (Remenyi and Williams, 1998; Ghauri and Grønhaug, 2005; Bryman and Bell, 
2007; Cameron and Price, 2009; Saunders et al., 2009).  
 
Following this compromise on planning and preparation, the researcher spent a large 
amount of effort carefully developing appropriately worded questionnaire items in “non-
jargon” language to ensure that the appropriate information would be gathered to answer 
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the research question. Ghauri and Grønhaug (2005) advise engaging participants through 
the use of simple and familiar language so that they are not confused or alienated by the 
research process. Using the theoretical framework and knowledge base developed from 
the literature review and wider reading, themes and questions were selected for the 
questionnaire (Saunders et al., 2009).  
 
Many were taken or adapted from instruments described by other authors, including 
Belassi and Tukel (1996), Chrusciel and Field (2003), Martinez-Lorente et al. (2004), 
Bauer et al. (2005) and Abdullah and Fuong (2010). By using and adapting these 
instruments and approaches, the researcher created an environment which facilitates 
comparison with previous studies, thereby extending the subject knowledge base while 
providing replication to support previous studies.  
 
Both Jankowicz (2005) and Saunders et al. (2009) classify information obtained from 
questionnaires into two groups: quantifiable facts and value perceptions. As a result, the 
questionnaire items were designed for each topic or theme so that one perception question 
was followed by a question about what will actually happen within the organisation. This 
approach to questionnaire design was taken so as to facilitate comparison of the levels 
desired and observed by each participant for each factor that they believed affected the  
E-government implementation. Other researchers try to include a demographic 
component in their questionnaires to ensure that they identify any independent variables 
affecting the study and do not significantly skew the results.  
 
The content of the questionnaire was divided into four sections. The first section inquired 
about the demographics of the participants; the second section inquired about the critical 
success factors and the E-government barriers, which were considered important to 
implementing the E-government project; and the third section dealt with level of            
E-government assessment of maturity and acceptance. The final section of the 
questionnaire focused on government rating. Below is a detailed analysis of how the 
content of the questionnaire was created. 
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The questionnaire is based on research and exploration. The motivation behind the 
investigation was to discover the reasons for both the failure and success of                    
E-government projects. As E-government is an evolving and highly relevant topic at the 
present time, many studies have aimed to discover the critical success factors and barriers 
or challenges encountered in the implementation of E-government projects:  
 
• Altameem et al. (2006) acknowledge 13 CSFs necessary for successful 
implementation of E-government projects.  
• Joyce Fortune and White (2006) have also formulated a list of 27 CSFs essential 
to putting E-government projects into practice efficiently.  
• Ebbers and Van Dick (2007) summarize 10 critical success factors. 
• Napitupulu (2014) has developed a comprehensive list of 55 key factors, which 
ensure seamless implementation of E-government projects. 
• Ramadhan et al. (2013) use meta-ethnography to analyse 46 different studies and 
comprise 36 critical success factors for E-government development and 
deployment. 
• Somers and Klara (2001) chart 22 CSFs for E-government implementations. 
• Nasir and Sabihuddin (2011) develop a list of 26 CSFs for implementation 
software projects, as E-governments require a lot of software development and 
implementation. This list is also of importance to the study (Nasir and 
Sahibuddin, 2011). 
• Alaskari et al. (2012) did a more in-depth study on implementation concerning 
large software projects and leanings tool and chronicled 22 CSFs. 
• Another noteworthy research was conducted to evaluate and explore CSF for      
E-government in Poland. It did a comprehensive study of recognized CSFs 
throughout various stages of implementation and identified those that were 
significant to all. It identified 43 factors (Ziemba, et al., 2013). 
• A study along similar lines but with a focus on E-government implementation in 
Jordan also highlights 10 extremely significant CSFs whose absence could create 
a challenge for the project (AL-Naimat, et al., 2013). 
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The notion of E-government has been gaining a lot of momentum recently, and many 
conferences and investigations are being published which emphasize the benefits of       
E-government; unfortunately, not all E-government projects are successful.  
 
Barriers constrain E-government initiatives and can’t be overcome without the efforts of 
multiple actors. OECD has identified 4 sets of barriers, namely: legislative and 
regulatory, budgetary, technical and digital divide/social (OECD, 2003).  
 
Reddick has identified seven groups of factors, which can hinder implementation; each 
requires a proper counter strategy. The factors include the following: leadership failures, 
poor technical design, workplace and organisation inflexibility, financial inhibitors and 
digital divides, poor co-ordination and lack of trust (Reddick, 2010). 
 
Sonia and Kumar (2011) have studied in detail why E-government projects are still 
considered futuristic. They have also studied the challenges that a developing country like 
India is encountering in its efforts to implement E-government initiatives. Almarabeh and 
AbuAli (2010) have investigated the challenges that Jordan is encountering in its efforts 
to implement E-government initiatives. They have identified 15 groups of challenges that 
are serving as obstacles in implementation. These factors have been studied in detail, and 
a list of significant factors was collected which was included in the survey questions to 
investigate whether they are also hindering the implementation of E-government 
initiatives in UAE. 
 
There is much emphasis on overcoming barriers, because research reveals that most       
E-government projects are failures. Heeks explored 40 reports and case studies on          
E-government initiatives and discovered that success is significantly low (Heeks, 2003). 
The analysis reveals that 35 percent of all E-government projects are complete 
catastrophes: They neither meet the objectives nor increase the efficiency of the system. 
He also found that 50 percent of all E-government projects are partial failures: They do 
achieve some of the objectives but fail to deliver the expected results. Only 15 percent of 
all E-government projects are successful. This is what one needs to focus on: the factors 
hindering the achievement of objectives. Why E-government initiatives fail is debated 
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and well investigated. Researchers have also identified models to discover the causes of 
failure once the project has failed (Heeks, 2008). The analysis helps with better 
implementation for future initiatives, but a lot of time and energy has already been 
devoted.  
 
In 2001, OECD did a comprehensive study aimed at investigating the barriers to            
E-government project implementation and success. Their main focus was on the 
consequences of failures and how to overcome them. Everyone hails successful projects, 
but failed projects have more accountability (OECD, 2001). The government and project 
approvers are held responsible for wasting taxpayers’ time and money whilst lowering 
morale and ambition. Researchers have found that the design of the E-government portal 
plays a very important role in both successes and failures (Maheshwari, 2008). The 
planned, anticipated and actual designs usually exhibit huge differences, also connoted 
the “design-reality gap”.  
 
One of the key reasons for failure is identified as a lack of citizen readiness. With the 
passage of time, the rate of diffusion of technology and technological innovations has 
accelerated (Miller, 2013), and people are more technologically savvy now than a decade 
ago. They are open to accepting new technologies and ideas (PEW Research Center, 
2010). Ten years ago, and before the current level of technological competence was 
achieved, lack of mobile, Internet and other readiness was among the most critical causes 
of failure (Simmons, 2000). A low level of trust and a lack of awareness regarding         
E-government initiatives create barriers to successful implementation.  
 
Mercy Mpinganjira studied successful E-government projects to determine what makes 
them successful and how lessons learned from these projects can be used to avoid failures 
(Mpinganjira, 2006). She identifies lack of coordination amongst various working groups, 
lack of cohesion and lack of resources sharing - be that human or technical resources as 
the largest reasons for failure or the largest barriers. Technical structure is fundamental to 
E-government, but if the infrastructure lacks reliability, the chance of failure increases. 
One can build the best service and still find it difficult to attract users or face other 
problems; hence, involvement and feedback are essential, and their absence is a cause of 
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failure. Projects are performed over a specific time period; they need to be continuously 
monitored and evaluated, and whenever and wherever upgrades are needed, the necessary 
upgrade must be given. Studies also show that many failed E-government projects share 
common barriers and causes irrespective of geographical or cultural differences (Loukis 
and Charalabidis, 2011). 
 
A study by UNESCO states that there are multiple stakeholders in any E-government 
project; the stakeholders can be political leaders, government bodies and agencies, 
legislative bodies, the private sector, international bodies, the social sector and other 
sectors. E-government projects require the money, expertise and will of the government 
but also active participation by all stakeholders (UNESCO, 2005). The same study 
identifies assessment of readiness as imperative before initiating the project. The 
emphasis on finding barriers and removing them helps achieve some success, but for 
sustainable success, it is important also to understand deeper problems. A cross-sectional 
research can chart a list of factors as drivers or enablers, but it is usually longitudinal 
studies, which provide deeper insight into how to make E-government initiatives not 
merely temporary but permanent successes (Conklin, 2007).  
 
McConnell International and World Information Technology and Services Alliance 
(WITSA) have identified five areas which are critical to success and which can cause 
failure if ignored (McConnell, 2011). The five main domains are as follows: connectivity 
of the users and the e-services, the preference given to the digitalization of government, 
privacy and security of electronic systems, the high talent needed to develop and maintain 
the systems, and a climate conducive to e-business. The Economist Intelligence Unit 
(EIU) has also developed an e-readiness model that has identified six domains (Mutula, 
2009): 
 
i. Connectivity and technology infrastructure (25% weight), 
ii. Business environment (20% weight), 
iii. Consumer and business adoption (20% weight),  
iv. Social and cultural infrastructure (15% weight),  
v. Legal and policy environment (15% weight), and  
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vi. Supporting e-services (5% weight). 
 
Many country-specific studies have also identified the digital government projects in a 
particular country; some even offer a comparative analysis (Moshref and Gharakani, 
2008; Alghamdi, et al., 2011) and some involve a comprehensive regional analysis 
(Dutton, 2007). The list of barriers is also long. The survey is designed to cover all the 
factors and determine from responses how many barriers are encountered by the Emirate 
of Dubai in its quest for implementation of E-government.  
 
Omar Hujran is a professor at Sumaya University for Technology in Jordan. He has been 
researching E-government models in various countries especially in the Middle East and 
Arabian Peninsula. The scale developed by Hujran to assess and gauge the maturity 
levels of E-government projects has been used to assess the maturity level of the            
E-government initiative of the Emirate of Dubai (Al-Hujran 2012; Chatfield and 
Alhujran, 2009). 
 
A thorough study of these and other resources (e.g., white papers from the Dubai School 
of Governance, Accenture’s E-government survey, the United Nations E-government 
Survey and OECD) have been developed and have achieved the following results: 
 
i. Identification of CSF for implementation of E-government in general and 
implementation of E-government by Emirate of Dubai in particular; 
ii. How does the Emirate of Dubai measure the implementation process, the 
benchmarks or metrics that give them a sense of direction and measurement; 
iii. Barriers or challenges that needs to be overcome in order for the E-government 
project to be implemented seamlessly; 
iv. To assess the level of success and what needs to be done for future. 
 
The Human Resources Department has a large role to manage the “questionnaire” 
operation. It started by distributing questionnaires to the employees involved in the        
E-government implementation in the Dubai Smart Government Department. Next, they 
collected the complete questionnaires and destroyed incomplete ones. By dealing with the 
  122 
questionnaire, the Human Resources Department conducted a very important phase of 
this research. 
5.14  Reliability and validity 
Gomm (2000) identifies reliability and validity as two key terms in research. Validity, 
according to Gomm (2000), is akin to truth. Fowler (2009) defines it as a psychological 
term, which is used to describe the relationship between the answer in an experiment and 
some measurement of the true score. Validity can be described as indicating whether the 
question has measured what the study intended (Creswell, 2009). One requirement of 
validity is reliability which, according to Gomm (2000) is the ability of the study 
instrument to give the same results if applied a second or third time. Some authors, such 
as Saunders et al. (2009), refer to reliability as the repeatability of the experiment or 
research process.  
 
Creswell (2009) extends validity to describe two components: internal and external 
validity. The latter is the ability of the researcher to draw correct deductions from the 
sample data and apply them to other settings, people and temporal contexts; internal 
validity is the ability of the researcher to produce sound conclusions from the data 
collected within the study. To ensure that the study gathers data that is relevant to its 
focus and that the research question was addressed by a number of approaches, the 
researcher used mixed methods. The use of mixed methods, according to Creswell and 
Plano Clark (2011), helps to create greater internal validity, since the researcher is well 
informed and conclusions are thus made with a sound understanding of the organisation. 
The mixed approach also provides external validity, as there is more than one setting, 
person and timeframe with respect to which the research question is asked. The literature 
review was used to develop the questionnaire and interview questions, which also 
supports the development of internal validity (Sekaran, 2003).  
 
Bhat and Rajashekhar (2009) explain that the reliability of a questionnaire has to do with 
its ability to generate consistent results. It is common in business research, according to 
Saunders et al. (2009), to use the Cronbach’s alpha co-efficient to statistically test the 
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overall reliability of the measurement scale for each item. This consistency is often 
referred to as internal reliability, which shows that all items are actually measuring the 
same thing. The higher the value of Cronbach’s alpha, the more consistent the scores are; 
values above 75% are normally considered strongly consistent (Nunnally, 1978). To test 
this consistency, Cronbach’s alpha values were determined for the overall average of 
items under the “perception” and “actual” categories for each factor. 
5.15  Ethical Considerations 
Cameron and Price (2009) and Creswell (2009) and Saunders et al. (2009) all highlight 
the need to address ethical considerations when undertaking research, especially when 
human participants are involved in the data-collection process.  
This study utilised briefing sheets and consent forms for the questionnaire and interview 
participants. This research was conducted according to the ethics policy of Southampton 
Solent University (SSU). 
5.16  Chapter Summary 
This chapter has focused on the processes and techniques used to collect information for 
the research, and it discussed them in detail. This chapter provides a mapping of how the 
information required achieving the aims and objectives and the research questions was 
collected and analysed to reach a logical conclusion. This chapter gave a complete outline 
of the purpose of this research and of the methods employed by the researcher to fulfil 
this purpose.  
 
To accomplish the above postulates, it was important that the study follow a triangular 
approach, which entails a combination of two or more types of studies. The research also 
used descriptive mechanisms, as it specifies the key characteristics of the participants and 
those of the levels of assessments. The research also uses applied research, as it aims to 
find a roadmap for future implementations. The research also deals with qualitative and 
quantitative data.  
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Another key aspect of this study is it’s recording of observations and first-hand data 
about the state of E-government implementation in the Dubai Smart Government 
Department. This research also aims to be a fact-finding study, and it is used to reach 
conclusions based on experiments and concrete evidence. This makes it an empirical 
research. When more than one form of research is exercised, it is called “triangular 
research”, and this study also utilises triangulation. The study considers a mixed 
approach, which is an amalgamation of qualitative aspects and quantitative aspects.  
 
Sampling for the questionnaire is based on a probability sampling technique of simple 
random sampling, and the sample size of 450 employees is selected to provide 
perspective on the state of the E-government and the critical success factors and barriers 
encountered during the implementation. 25 employees of the top management who were 
involved in the E-government implementation were selected for in-depth, in-person 
interviews.  
The content and design of both the research instruments, questionnaire and interviews, 
were chosen after much deliberation and after mapping the research aims and objectives 
and the research questions with the source of information. 
 
Chapter 6, which follows, provides a quantitative analysis of the survey carried out 
during the research. 
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6.0 Chapter Six: Quantitative Analysis 
6.1 Introduction 
This chapter discusses the results of the survey designed in the previous chapter. The aim 
of quantitative analysis is to offer a clear numerical stance with respect to the success 
factors that are vital to the implementation of the E-government project at the Dubai 
Smart Government Department and the challenges encountered during the 
implementation process. Another aspect that was determined from the survey and 
analysed through the quantitative approach is the E-government assessment of maturity 
and acceptance among the employees and the determination of how the government rates 
the various functionalities of the E-government.  
 
The remaining parts of this chapter are devised as follows. Part 2 presents a demographic 
analysis of the participants in the survey. An overview of the analysis and an examination 
of the reliability of the findings are offered in Part 3; descriptive analysis of the data is 
presented in Part 4. Analysis of correlation and factor analysis is presented in parts 5 and 
6, respectively. Part 7 considers the possibility of applying regression models to the data. 
Finally, Part 8 presents the summary and conclusion, summing up the results of the 
study’s hypotheses.  
6.2  Demographic Analyses 
A demographic analysis is a method of researching the dimensions and dynamics of the 
population of a model. When researching human factors in social sciences, a 
demographic analysis is always helpful for outlining various indirect factors encountered 
upon conducting an analysis. When one looks at a sample of a labour force, the 
demographic analysis is used to measure the size and flow of the worker population 
examined within a sample. It focuses on the ecology of the sample, taking into 
consideration factors such as geography, age, gender, qualification, specialization, and 
years of experience.  
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Table 6.1: Demographic Analysis 
Variable Details Frequency Percentage 
Gender 
Male 343   76.22 
Female 107 23.78 
Age 
Less than 26 103 22.89 
26 – 35 164 36.44 
36 – 45 94 21.00 
46 – 55 53 11.75 
55 +  36 08.00 
Education 
Attainment 
High School Diploma 49 11.00 
HNC/HND 108 24.00 
Bachelors (honours) Degree 180 40.00 
Master Degree 77 17.00 
Doctoral Degree 36 08.00 
Years of 
work 
Experience 
Less than 2 years 60 13.50 
2 - 5  110 24.25 
5 – 8 140 31.00 
8 – 12 90 20.00 
12 + 50 11.25 
 
Several points are worth stating here in relation to Table 6.1. Many of the participants are 
in the age range of 26-35 years, for an average age of 32 years. Of the 450 respondents, 
only 49 (11%) have below college/university qualifications; around 25% have post-
graduate qualifications. Finally, over 55% of respondents declared that they had work 
experience of between two and eight years.  
6.3  Reliability Analysis 
Given the many diverse questions present in the questionnaire, there is a need to assess 
the reliability of the questions. While employing SPSS, the Cronbach value is a key and 
significant aspect of reliability. The Cronbach’s alpha value is associated with an 
assessment of the questions’ interrelation and the identical conceptualization of the 
questions (Ajai and Sanjaya, 2009). 
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The results of the study	 indicate that there is a high level of consistency and stability 
among the items measured in the final equation for critical success factors, as the 
Cronbach’s Alpha for all 213 items is 0.860 or 86.00% reliability. 
	
6.3.1 Reliability Analysis of Critical Success Factors for the 
Implementation of E-government 
As stated earlier, each of the 15 sections of the questionnaire contain multiple questions, 
which aim to evaluate the particular critical success factor. To accept the results of the 
questionnaire, it is necessary first to evaluate and assess the reliability of the 
questionnaire. This is done through an examination of the score of the Cronbach’s alpha 
coefficient in SPSS. For any scale or questionnaire to be deemed reliable, and for the 
results of the scale to be deemed dependable, the Cronbach’s alpha coefficient must be 
above and beyond 0.70. As shown in Table 6.2, the overall section and individual 
sections all have a Cronbach’s alpha coefficient greater than 0.70; hence, the scale and 
the results acquired using this scale should be considered dependable and reliable.  
As Table 6.2 shows, the reliability scores for the entire section on critical success factors, 
which was comprised of 119 questions, is 0.849. This value is larger than the mandatory 
0.70; hence, the overall section has satisfactory reliability, and the results of this section 
of the questionnaire can be considered reliable and dependable. 
As for each component within CSF, the following comments are worth noting: 
1) The first factor considered critical was top management support, containing 10 
questions, giving the Cronbach’s alpha coefficient of 0.810. This score is greater 
than the required 0.70; hence, the top management support variable is reliable, 
and the results can be considered dependable. 
2) The second factor is understanding of the use and purpose of E-government or 
how much awareness the employees of Dubai Smart Government have about      
E-government and its uses. This variable had 11 questions with a Cronbach’s 
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alpha coefficient of 0.842. The value is larger than the mandatory value of 0.70; 
hence, the results can be considered reliable and dependable. 
Table 6.2: Reliability Statistics of CSF 
Number Variable Cronbach's Alpha N of Items Responses 
 Total CSF 0.849 119 450 
1 CSF_TM .810 10 450 
2 CSF_U .842 11 450 
3 CSF_CC .845 9 450 
4 CSF_OS .990 6 450 
5 CSF_EC .945 8 450 
6 CSF_T .860 8 450 
7 CSF_EIES .918 9 450 
8 CSF_EE .895 8 450 
9 CSF_PMS .888 10 450 
10 CSF_IE .842 8 450 
11 CSF_TS .961 6 450 
12 CSF_SDI .966 8 450 
13 CSF_CS .700 4 450 
14 CSF_OR .834 10 450 
15 CSF_SI .870 4 450 
 
3) The subsequent factor on the questionnaire was culture of change or how much 
the culture of an organization that facilitates change is critical for the 
implementation of E-government. This section had nine questions and the 
Cronbach’s alpha was estimated to be 0.845, which is larger than the required 
0.70; hence, the section of culture of change is also considered reliable. 
4) The next section on the questionnaire was supportive of an organization’s 
structure. The aim of this section was to inquire how much support and 
scaffolding was achieved through systems and processes already in-placed in the 
organization. This section had six questions and produced a Cronbach’s alpha of 
0.990, which shows an extremely high degree of internal consistency. The results 
are also considered reliable.  
5) Effective communication is the next critical success factor on the list. 
Communication is the lifeblood of business; hence, it was assumed that 
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communication would be high on the agenda. The section had six questions and 
the Cronbach’s alpha was estimated to be 0.945, which is larger than the critical 
value; hence, it is also considered to be reliable and dependable. 
6) Training was the next critical success factor on the list of CSFs. There were eight 
questions and a Cronbach’s alpha of 0.860, which is also larger than the necessary 
mark of 0.70; therefore, the result acquired from the training section is also to be 
considered reliable. 
7) The other critical success factor was employee involvement and employee 
satisfaction; this section had nine questions and gave a Cronbach’s alpha of 0.918. 
The high value of alpha indicates a high level of internal consistency and 
reliability. 
8) Next on the list was employee empowerment. This section had eight questions 
and produced a Cronbach’s alpha of 0.895. The high score highlights the high 
reliability of the results. The results are consistent and trustworthy. 
9) Performance measurement systems are also considered an important critical 
success factor of E-government implementation. In the questionnaire, the section 
on the performance measurement system consisted of 10 questions and produced 
a Cronbach’s alpha coefficient of 0.888. The high score indicates that the results 
of the performance measurement section are to be considered reliable. 
10) The next critical success factor that was investigated is implementation efficiency. 
There were eight questions that explored the impact of implementation efficiency 
on the overall success of E-government implementation. The value of Cronbach’s 
alpha is 0.843; hence, the results are to be considered reliable and dependable. 
11) Trust and security are considered critical for any project; these two were next on 
the list of critical success factors. Six questions investigated the role of trust and 
security in the implementation of E-government projects. The Cronbach’s alpha 
coefficient was calculated to be 0.961, which is extremely high and indicates a 
high level of reliability and internal consistency. 
12) System design and interface are some of the most crucial and important aspects of 
any E-government projects. Users consider the structural design and interactivity 
of the interface offer important to adoptability. This section consisted of eight 
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questions, and the calculated Cronbach’s alpha Value was 0.966, which again 
indicates the very strong internal consistency and reliability of the system. 
13) The system complexity—which includes a lot of diverse and autonomous 
but interrelated and interdependent components—is important to the 
implementation of E-government. It was next on the list of critical success 
factors. This section contained four questions and produced a Cronbach’s 
alpha Coefficient of 0.700, which is equal to the minimum required value 
for any scale to be considered reliable. Hence, on the basis of the value of 
0.70, it can be said that this section is also reliable and the results are 
dependable and trustworthy. 
14) Organizational resources were next on the list of critical success factors for the 
implementation of E-government. The timely availability of an organization’s 
resources is important to the successful implementation of E-government. 
This section had 10 questions and produced a Cronbach’s alpha of 0.834, 
which is greater than the required value of 0.70; hence, the results are 
reliable. 
15) The last item on the list of critical success factors was system integration. 
The integration of E-government systems is very important to successful  
E-government implementation. The section that explored system 
integration consisted of four questions and produced a Cronbach’s alpha of 
0.870, which is greater than the required value; therefore, the results are 
considered reliable. 
6.3.2 Reliability Analysis of Barrier for the Implementation of               
E-government 
Many barriers may be encountered while implementing an E-government project, but the 
various dimensions and aspects of E-government barriers to success were divided into 
five key sections of technological barriers; strategic vision and goal-ambiguity barriers; 
people and cultural barriers; legal, security and budgetary constraints; and ROI-related 
hindrances. A total of 40 questions probed respondents on the impact of these barriers on 
the success of E-government implementation. As is presented in Table 6.3, the overall 
reliability of the questionnaire section covering barriers was found to be 0.888. The 
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individual sections were also able to generate Cronbach’s alpha coefficients of more than 
0.70, thereby indicating the high level of internal consistency and reliability of the 
research instrument and results obtained. 
Table 6.3: Reliability Statistics for Barriers to Success 
Number Variable Cronbach's Alpha  Items Responses 
 Overall Barriers affecting Success .888 40 450 
1 Barrier_Tech .903 7 450 
2 Barrier_GOA .777 5 450 
3 Barrier_PCB .800 16 450 
4 Barrier_LS .815 6 450 
5 Barrier_ROI .824 6 450 
 
1) The first section to successful implementation among the barriers was the 
technological barriers. There were seven questions, and the calculated value for 
the Cronbach’s alpha was found to be 0.903. This value is high, and it indicates an 
excellent level of consistency and reliability. 
2) Next on the list were barriers posed by strategic vision and goal ambiguity, with 
five questions. It produced a Cronbach’s alpha of 0.770. This value is larger than 
the required value of 0.70; hence, it can be said that the results of this section are 
reliable. 
3) People and cultures are among the most debated and crucial elements in 
organizational studies. 16 dimensions were explored, and on the basis of the 450 
responses, the value of Cronbach’s alpha was found to be 0.800. This value is also 
greater than the required value of 0.70; hence, it can be said that the results of this 
section are reliable. 
4) Next on the list of barriers were legal, security and budgetary constraints; these 
three can pose real difficulties to the implementation of E-government. There 
were six questions, and on the basis of the 450 collected responses, the value of 
Cronbach’s alpha was found to be 0.815, which is again ahead of the benchmark 
of minimum 0.70. Hence, it can be said that the results of this section are reliable. 
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5) The last section about barriers was dedicated to the measurement and dimension 
of results. There were a total of six questions, and on the basis of the 450 
responses, the value of the Cronbach’s alpha was calculated to be 0.824. The 
value also crosses the required benchmark of 0.70; hence, the results and the 
research instrument can both be considered reliable. 
6.4 Descriptive Analysis 
Descriptive analysis covers the descriptive statistics related to the research. The 
information collected from the quantitative research instrument (that is, the questionnaire) 
needs to be analysed in a descriptive format to reveal the key features and to get a 
meaningful representation. This is done through the use of descriptive statistics.  
 
The questionnaire used for data and information collection can be divided into four main 
sections: demographical information, barriers and critical success factors, government 
assessment and maturity, and government rating of E-government. The descriptive 
statistics shall discuss the measures of central tendency and the measures of spread of 
these four sections and will also summarize the data. 
6.4.1 Descriptive Analysis of Critical Success Factors for Successful 
Implementation of E-government 
Descriptive statistics is a technique used to describe collected data in terms of the quality 
of data or to summarize the data in a meaningful way. There are many techniques used 
for the descriptive analysis of data. The two most common types of descriptive statistics 
include measures of spread or measures of dispersion and measures of centre local or of 
central tendency. The following descriptive statistics are used in this research: 
1) Skewness 
a. The data can be arranged or spread either in equal periodic internal (that 
is, it can be symmetrical) or it can be irregular and asymmetric. Skewness 
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is concerned with the shape of the normal distribution curve, and it can 
facilitate the interpretation of data based on the shape of the normal 
distribution curve. The shape can be symmetric or skewed right or left. 
The value of skewness ranges from negative to positive (or from -1 to +1), 
as is illustrated in Table 6.4. 
Table 6.4: Skewness Ranges 
Skewness > 0.	 Right skewed distribution 	
Skewness < 0.	 Left skewed distribution 	
Skewness = 0 	 mean = median, the distribution is 
symmetrical around the mean.	
 
7) Kurtosis 
a. Kurtosis, like skew, is concerned with the shape of the data; it is 
concerned with the height of the peak of the normal distribution curve. 
kurtosis identifies the flatness or the peakedness of the curve and gives an 
estimate about the fat tail and the slim tail, as illustrated in Table 6.5. 
Table 6.5: kurtosis Ranges 
Kurtosis	>	3		 values concentrated around the mean and thicker tails. 
This means a high probability of extreme values. Kurtosis	<	3		 values are more widely spread around the mean. Kurtosis	=	3		 Meso-kurtic distribution 
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Table 6.6: Descriptive Statistics for critical success factors 
Descriptive Statistics 
 N Range Min Max Mean St.Dev Skewness Kurtosis 
value St. Err value St. Err 
TM 450 1.10 3.80 4.90 4.058 .16533 2.736 .115 7.208 .230 
U 450 1.18 3.36 4.55 3.925 .22393 -1.133 .115 1.467 .230 
CC 450 .44 4.00 4.44 4.004 .04176 10.50 .115 108.7 .230 
OS 450 1.33 3.00 4.33 3.885 .32530 -2.327 .115 3.585 .230 
EC 450 1.63 3.00 4.63 3.924 .41233 -1.508 .115 1.011 .230 
T 450 .50 4.00 4.50 4.004 .04698 10.50 .115 108.7 .230 
EE 450 1.25 3.00 4.25 3.770 .36130 -1.382 .115 .331 .230 
PMS 450 1.40 2.10 3.50 2.887 .51733 -.583 .115 -1.248 .230 
IE 450 1.25 2.00 3.25 2.901 .27763 -2.299 .115 4.238 .230 
TS 450 1.17 3.00 4.17 3.383 .46762 .514 .115 -1.641 .230 
SDI 450 1.50 3.50 5.00 4.120 .48410 .809 .115 -.313 .230 
CS 450 1.00 2.00 3.00 2.535 .42803 -.248 .115 -1.688 .230 
OR 450 1.20 2.00 3.20 2.519 .35741 .043 .115 -1.300 .230 
SI 450 3.00 2.00 5.00 2.617 .70277 1.315 .115 1.601 .230 
EIE 450 1.67 2.44 4.11 3.533 .52354 -.886 .115 -.584 .230 
Total     3.471 .3557     
 
Table 6.6 includes a representation of the 15 critical success factors and the descriptive 
statistics about them. 
1) The first critical success factor is top management support. The descriptive 
statistics indicate that the range is only 1.10, with a minimum value of 3.80 and 
the maximum value of 4.90. The arithmetic average or mean is 4.0 with the 
standard deviation of 0.165. The skewness is +2.7 and kurtosis is 7. This indicates 
that the overall results are positive and the data is right skewed. The tails will also 
be fat or thicker based on the kurtosis. 
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2) The second critical success factor is understanding the purpose and use of           
E-government. The descriptive statistics indicate that the range is only 1.18, with 
the minimum value of 3.36 and the maximum value of 4.55. The mean value is 
3.92 with its standard deviation of 0.223. The skewness is -1.1 and kurtosis is 1.4, 
which are less than 3. This indicates that the overall result is positive and the data 
is left skewed. The tails will also be flat or thin based on the kurtosis, and more 
values will be concentrated around the mean. 
3) The next critical success factor was motivating a culture of change. The 
descriptive statistics indicate that the range is only 0.44, with a minimum value of 
4 and a maximum value of 4.44. The arithmetic average or mean is 4.0, with the 
standard deviation being as small as 0.04. The skewness is +10, and kurtosis is 
108. This indicates that the overall result is positive and the data is right skewed. 
The tails will also be flat or thin based on the kurtosis, and more values will be 
concentrated around the mean. 
4) Next on the list of critical success factors was supportive organizational structure. 
The descriptive statistics indicate that the range is only 1.33, with a minimum 
value of 3.0 and a maximum value of 4.33. The mean value is 3.88 with the 
standard deviation of 0.3253. The skewness is -2.32 and kurtosis is 3.5. This 
indicates that the overall result is positive and the data is left skewed. The tails 
will also be fat or thicker based on the kurtosis. 
5) Effective communication strategy was next on the list of critical success factors, 
with the descriptive statistics showing that the range is only 1.63. The mean value 
is estimated to be 3.924 with a standard deviation of 0.41233. The skewness is -
1.5 and kurtosis is 1.0 (this is less than 3), indicating that the overall result is 
positive (more respondents have opted for agreement) and the data are left 
skewed. The tails will also be thin or flat based on the kurtosis. 
6) The sixth critical success factor was training, with the descriptive statistics 
indicating a range of only 0.50. The mean is 4.004 with the standard deviation of 
0.0469. The skewness is -1.5 and kurtosis is more than 3. This indicates that the 
overall result is positive (as 4 indicates agreement on the Likert scale), and the 
data is left skewed. The tails will also be fat or thicker based on the kurtosis. 
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7) The other critical success factor on the list is employee empowerment. The 
descriptive statistics indicate that the range is only 1.25, with a minimum value of 
3.00 and a maximum value of 4.25. The mean value is 3.77 with a standard 
deviation of 0.36130. The skewness is -1.3 and kurtosis is less than 3. This 
indicates that the overall results are positive and the data is left skewed. The tails 
will also be thin, and data will be clustered more towards the mean. 
8) The eighth critical success factor on the list of critical success factors was 
performance measurement system, with descriptive statistics indicating that the 
range is 1.40. The mean value is 2.88 with a standard deviation of 0.517. The 
skewness is -0.5, and kurtosis is also negative. This indicates that the overall 
result is negative and the data is left skewed. The tails will also be thin, and data 
will be clustered more towards the mean. 
9) The next factor under investigation on the list of critical success factors was 
implementation efficiency. The descriptive statistics indicate that the range is only 
1.25, with a minimum value of 2.00 and a maximum value of 3.25. The mean 
value is 2.9 and the standard deviation is 0.2777. The skewness is -2.299 and 
kurtosis is 4.33. This indicates the overall result is negative to neutral (2 
represents disagreement and 3 represents neutrality on the Likert scale), and the 
data is left skewed. The tails will also be fat or thicker based on the kurtosis 
10) The tenth critical success factor s investigated was the trust and security of the 
new E-government system. The descriptive statistics indicate that the range is 
only 1.17, with a minimum value of 3.00 and a maximum value of 4.17. The 
mean is 3.3833 with a standard deviation of 0.46762. The skewness is +0.5, and 
kurtosis is less than 3. This indicates that the overall result is positive and the data 
is right skewed. The tails will also be thinner or the values would be more towards 
the mean on the kurtosis. 
11) The next factor that was inspected on the list of critical success factor was system 
design and interface. The descriptive statistics indicate that the range is only 1.50; 
the minimum value is 3.50 and the maximum value is 5. The mean value is 4.12 
and the standard deviation is 0.4841. The skewness is +0.809, and kurtosis is 
negative. This indicates that the overall result is positive and the data is right 
skewed. The tails will also be thin. 
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12) The other factor is the complexity of the system, with the descriptive statistics 
showing a range of 1.0. The arithmetic mean value is also 2.535. This shows more 
disagreement, as 2 was used to disagreement and 3 was used to indicate neutral on 
the Likert scale, and the standard deviation is 0.428. The skewness is -0.2 or left 
skewed, and kurtosis is also negative; hence, the tails of the distribution will be 
lighter. 
13) The subsequent factor that was reconnoitred is organizational resources. The 
descriptive statistics indicate that the range is only 1.20, with the minimum value 
being 2.0 and the maximum value 3.2. The mean value is 2.51 with a standard 
deviation of 035. The skewness is near zero, which is slightly right skewed, and 
the kurtosis is negative; hence, the tails of the distribution will be lighter.  
14) The other factor is system integration. The descriptive statistics indicate that the 
range is 3.0, the minimum value is 2.0, and the maximum value is 3.0. The mean 
value is 2.61. The standard deviation is 0.702. The skewness is +1.315, and 
kurtosis is 1. This indicates that the overall result is positive and the data is right 
skewed.  
15) The last factor on the list of critical success factor is employee involvement and 
employee satisfaction. The descriptive statistics indicate that the range is only 
1.67, the minimum value is 2.44, and the maximum value is 4.11. The mean is 3.5 
with a standard deviation of 0523. The skewness and kurtosis are both in the 
negative zone. This indicates that the overall results are positive and the data is 
left skewed. The tails will also lighter. 
6.4.2  Descriptive Analysis of Barriers for Successful Implementation of 
E-government 
Expressive information regarding constraints associated with successful implementation 
is offered below. A total of seven aspects have been engaged in the constraints effecting 
efficient and reliable questionnaire. The results argue that the collected data is typical. 
The variables’ skewness ranges from -1 and +1. The variables’ kurtosis lies within -3 and 
+3. 
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Table 6.7: Descriptive Analysis for Barriers to Successful Implementation 
 
Table 6.7 sums up the descriptive statistics, which include the range, the minimum and 
maximum values, the means and the standard deviations of the items related to all five 
constructs of the studied hypothesis for barriers to successful implementation. The overall 
response by the 450 respondents for technological barriers ranges from 4.0 to 4.7, which 
is objectively high. This means that users consider the technological barrier to be a major 
barrier to success.  
The descriptive statistics for strategic vision and goal ambiguity (GOA) range from 2.40 
to 4.60, with an arithmetic mean of 3.4. This is a neutral to positive indication, as any 
mean value of around 3.0 represents neutrality, and 4.0 indicates agreement on the scales. 
A mean between 3 and 4 is considered reasonably low, which once again implies that the 
respondents do not perceive SV to be a major barrier to success.  
The next set of barriers relates to people and culture (PCB). Its value ranges from 3.0 to 
4.0, thereby indicating that the majority of the respondents were more inclined to agree 
that people- and culture-related barriers are important barriers to the successful 
implementation of E-government. 
The descriptive statistics for the legal, security and budgetary constraints (LSBC) range 
from 2 to 4.5, and ROI ranges from 2.17 to 3.67. Descriptive statistics show that these 
scores are highly varied, which means that respondents are in dispute over how effective 
ROI is in terms of impeding success.  
Descriptive Statistics 
 N Range Min Max Mean St. Dev Skewness Kurtosis 
Bar_Tech 450 .71 4.00 4.71 4.400 .33321 -.306 -1.835 
Bar_GOA 450 2.20 2.40 4.60 3.455 .51682 -.384 -.950 
Bar_PBC 450 .06 3.00 3.06 3.000 .00587 10.500 108.72 
Bar_LSBC 450 2.50 2.00 4.50 3.400 .43348 -.847 -.919 
Bar_ROI 450 1.50 2.17 3.67 3.368 .16393 .841 -.318 
Total  3.524 0.2503 
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6.5 Analysis of Correlation 
An initial step in testing the research hypotheses is the process of estimating and 
examining the correlation matrix, which relates CSF and barriers to their respective 
components. This simple step is supposed to enable the study to identify the most 
important constructs, which determine the success or failure of E-government.  
Table 6.8: Total CSF v CSF Components: Correlation estimates 
Component Estimate St. Err t-value Significance 
CSF_TM 0.733 .096 7.635 0.000 
CSF_U 0.689 .022 31.32 0.000 
CSF_CC 0.554 .123 4.505 0.001 
CSF_OS 0.577 .016 36.06 0.000 
CSF_EC 0.633 .013 48.69 0.000 
CSF_T 0.554 .109 5.082 0.000 
CSF_ES 0.728 .017 42.82 0.000 
CSF_EE 0.612 .032 19.12 0.000 
CSF_PMS 0.539 .009 59.89 0.000 
CSF_IE 0.552 .019 29.05 0.000 
CSF_TS 0.459 .012 38.25 0.000 
CSF_SDI 0.562 .011 51.09 0.000 
CSF_CS 0.531 .014 37.92 0.000 
CSF_OR 0.634 .012 52.83 0.000 
CSF_SI 0.489 .018 27.17 0.000 
Average 0.589 .034 17.32 0.000 
 
Estimates of the correlation of the CSF and the components of success are presented in 
Table 6.8. In Table 6.8, simple Pearson correlation measures are supported with their 
standard errors, thereby showing the extent of the significance of these estimates.  
The estimated correlation of CSF and all the components is statistically significant, 
ranging from 0.459 to 0.733. The highest correlation is scored for top management (TM), 
followed by employee’s satisfaction (ES), understanding of E-government (U), and 
organizational resources (OR). Table 6.8 also shows that the only correlation below 50% 
relates to TS with a correlation of 0.459 and SI with an estimate of 0.489. Nevertheless, 
all these estimated correlations are significantly different from zero. The overall average 
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correlation of the components and CSF has turned out to be 0.589, which indicates a 
rather strong relationship, as it is statistically significant.  
To complete the correlation analysis, Table 6.9 presents the estimated correlation of the 
barriers to successful implementation with respect of the five components. As Table 6.9 
shows, all the estimated correlations have turned out to be statistically significant, 
ranging from 0.463 to 0.533. The technological barrier (Bar_Tech) represents the highest 
correlation followed by PCB and ROI. However, on the whole, the estimated correlation 
between barriers to successful implementation and their components is 0.503, which is 
smaller than that of the CSF. The difference between the average correlation derived 
from Table 6.8 and that of Table 6.9 is 0.086, which is relatively small but is significantly 
different from zero. This implies that the average correlation derived from CSF is 
significantly larger than that of barriers.  
Table 6.9: Barriers correlation estimates 
Component Estimate St. Err t-value Significance 
Bar-Tech 0.533 .010 53.30 0.000 
Bar_SV 0.485 .011 44.09 0.000 
Bar_PCB 0.525 0.06 87.50 0.000 
Bar_LS 0.463 .012 38.58 0.000 
Bar_ROI 0.507 .022 23.04 0.000 
Average 0.503 .023 21.89 0.000 
 
Although examination of the correlation estimates has shed light on the importance of a 
number of components, which shape CSF and the barriers for successful implementation, 
this approach offers no clear information about the extent of the importance of these 
constructs. Therefore, the research proceeds to examine the potential validity of these 
variables by using a more powerful factor-analysis approach. 
6.6 Factor Analysis 
Factor analysis is an important statistical method for data reduction. It is used when there 
are a large number of explanatory variables in a dataset and one needs to analyse them 
all. The use of a data-reduction technique enables the smaller or latent variables to be 
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identified through the stronger or manifested variables. Generally, factor analysis offers, 
as an alternative, a much smaller number of linear combinations of existing variables, 
thereby eliminating the likelihood of any degree of collinearity among the explanatory 
variables. 
6.6.1 CSF Factor Analysis 
Out of 92 variables in the questionnaire, 21 factors were shown to contribute to the 
variance in CSF by using principle component analysis. The initial Eigen values of the 
extracted factors begin at 45.04, and the last or twenty-first Eigen value is recorded at 
1.109. Interestingly, the top ten factors, as shown in Table 6.10, explain just over three 
quarters of the variation in CSF. The top two factors are shown to represent 50% of the 
variation in the CSF. A representative of the model is shown in Table 6.10.  
Table 6.10: CSF Eigen Values, using Principal Component Approach 
Total Variance Explained 
Component Initial Eigenvalues Extraction Sums of Squared Loadings 
Total % of Variance Cumulative% Total % of Variance Cumulative% 
1 39.694 45.04 45.04 39.694 45.04 45.04 
2 4.950 5.380 50.42 4.950 5.380 50.42 
3 4.203 4.569 55.11 4.203 4.569 55.1 
4 3.578 3.890 59.00 3.578 3.890 59.0 
5 3.029 3.292 63.29 3.029 3.292 63.29 
6 2.875 3.125 66.31 2.875 3.125 66.31 
7 2.591 2.816 69.12 2.591 2.816 69.12 
8 2.215 2.408 71.52 2.215 2.408 71.52 
9 2.186 2.376 73.89 2.186 2.376 73.89 
10 2.103 2.285 76.17 2.103 2.285 76.17 
 
The principal components method extracts the best five components, which represent 
over 60% of the total variation in CSF, as shown in Table 6.11. In simple terms, Table 
6.11 implies that, instead of associating CSF to 15 variables, one can build five linear 
combinations of these variables (based on the value of loadings). For example, the first 
component is built for each and every observation as follows: 
Z1 = .166*TM + .274*U + ….. -.211*SI 
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Table 6.11: The final extracted components for CSF 
Component Matrix 
 Component 
1 2 3 4 5 
TM .166 .396 -.228 -.055 -.106 
U .274 .433 .495 .120 -.203 
CC .859 .229 -.337 .059 -.030 
OS -.219 -.093 -.053 .600 -.319 
EC .230 -.216 .246 .600 -.251 
T .859 .229 -.337 .059 -.030 
EI .256 .491 .610 .077 .159 
EE .364 .047 .435 .011 .689 
PMS .146 .172 .574 -.219 -.369 
IE -.546 .197 -.232 .153 .422 
TS -.320 .674 -.178 .244 -.001 
SDI .523 -.628 .220 -.239 -.073 
CS .193 -.374 .098 .584 .311 
OR .152 .245 -.112 .022 -.101 
SI -.211 -.278 .112 .432 .201 
 
Although the building of these components helps remove potential degrees of collinearity 
from among the original 15 variables, such components offer no insight into the extent of 
the relationship between CSF and each of the 15 variables.  
To observe the relationships between these factors, a two-dimensional picture can help us 
understand the positioning of these factors. This is because the two components together 
represent well over 50% of variance in CSF, thereby offering reliable information about 
the mix of variables. Figure 6.1 is constructed to show relationships between these factors 
based on the first two components. As this figure shows, factors such as TM, U, OR, 
PMS and EI form a cluster at the top right-hand side of the figure, indicating very high 
degrees of pairwise correlation between these three variables. On the bottom right-hand 
side of the figure, another cluster formed by CS and EC. As for the rest of the variables, 
they appear to be spread around in different portions of the figure. On the whole, the 
interesting point raised by the figure is that, although a high degree of positive correlation 
is found between the four variables, the rest exhibit very little correlation. This issue 
enables the study to arrive at a comprehensive decision regarding the application of linear 
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regression models. In particular, if these variables happen to be explanatory factors, then 
the high correlation among these variables may lead to severe multicollinearity, which 
could seriously diminish the reliability of the regression estimators. 
Furthermore, and more importantly, as it is anticipated that all the weights (loadings) 
attached to variables through the first component are positive, any negative weights 
would violate the study’s assumptions.  
 
Figure 6.1: CSF factors’ positions based on two components 
6.6.2 Barriers Factor Analysis 
There are 67 questions in the barriers-to-success questionnaire and five variables. The 
total number of factors which contribute to the total variance is only five, with the Eigen 
value starting from variable one on the count of 35.77 and ending on the fifth variable 
with 7.854 The five factors, as shown in Table 6.12, represent 100% of the variation in 
barriers to success. Surprisingly, the top two factors are responsible for over 54% of the 
total variance. 
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Table 6.12: Barriers Eigen Values, using Principal Component Approach 
Total Variance Explained 
Component Initial Eigenvalues  Extraction Sums of Squared Loadings 
Total % of Var Cum% Total % of Var Cum% 
1 35.77 28.74 28.74 35.77 28.74 28.74 
2 18.94 25.65 54.39 18.94 25.65 54.39 
3 13.57 20.91 75.30 13.57 20.91 75.30 
4 9.334 14.13 89.43    
5 7.854 10.57 100.0    
 
In this case, the principal component technique extracts only three factors, which 
represent over three-quarters of the variation in the total barriers to success. Table 6.13 
presents the estimated loadings for these three components against all five variables.  
Table 6.13: The final extracted components for barriers to success 
Component Matrix 
 Component 
1 2 3 
Bar_Tech .127 .802 .083 
Bar_SV .349 .643 .385 
Bar_PCB -.218 -.309 .880 
Bar_LS .822 -.203 -.198 
Bar_ROI .759 -.299 .276 
 
Once again, in determining the extent and direction of the relationships amongst these 
five variables, Figure 6.2, which is based on the loadings for the first two components, is 
presented. Since the first two components are responsible for over 54% of the variance in 
the barriers to success, the findings from the figure should be treated as reliable. As this 
figure demonstrates, LS and ROI have formed a cluster. But no evidence indicates any 
more clustering for the remaining variables. 
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Figure 6.2: Barriers to Success Factors Positions based on two components 
6.7 Regression Analysis 
6.7.1 CSF Regression Analysis 
As the final stage of the analysis, an attempt is made here to subject the data to a linear 
regression model. One way to establish the power of each independent variable in the 
determination of CSF is to regress the dependent variable with respect to all 15 variables 
in a multiple regression model. As part of the diagnostic process, the researcher has 
decided to proceed with the inclusion of a generalised least squares model to take care of 
multicollinearity and any serial correlation. However, this diagnostic process showed no 
improvement in the estimated findings; hence, the ordinary least squares model is 
considered sufficient and appropriate for the given data.  
Table 6.14 shows the estimated multiple regression of CSF with respect to all 15 
variables. The estimated model, as expected, gives a near perfect result. All the variables 
are shown to be highly statistically significant. The estimated values of the coefficients 
vary within a very small range of 0.065 to 0.134. 
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Table 6.14: Estimated Multiple Regression - CSF as dependent variable 
 Estimated Coefficients t Sig. 
B Std. Error 
 
(Constant) -.011 .013 -.800 .424 
TM .067 .001 80.212 .000 
U .068 .001 103.710 .000 
OS .066 .000 158.656 .000 
EC .067 .000 195.922 .000 
T .134 .003 42.930 .000 
EI .065 .000 219.897 .000 
EE .068 .000 161.923 .000 
PMS .067 .000 244.499 .000 
IE .067 .001 120.900 .000 
TS .068 .000 195.941 .000 
SDI .067 .000 169.821 .000 
CS .067 .000 205.217 .000 
OR .065 .000 157.213 .000 
SI .067 .000 338.755 .000 
 
Table 6.15: Bi-variate linear regression - CSF as dependent variable 
	 Estimated	Coefficient	 Significance	 R2	B	 St.	Err	TM	 0.129	 0.032	 0.000	 0.538	U	 0.266	 0.022	 0.000	 0.475	CC	 0.212	 0.023	 0.000	 0.307	OS	 0.061	 0.016	 0.000	 0.334	EC	 0.084	 0.013	 0.000	 0.410	T	 0.109	 0.026	 0.000	 0.307	ES	 0.155	 0.007	 0.000	 0.530	EE	 0.268	 0.032	 0.000	 0.375	PMS	 0.116	 0.009	 0.000	 0.291	IE	 0.024	 0.019	 0.226	 0.304	TS	 0.024	 0.012	 0.036	 0.211	SDI	 0.029	 0.011	 0.012	 0.316	CS	 0.130	 0.014	 0.000	 0.283	OR	 0.014	 0.012	 0.242	 0.403	SI	 0.072	 0.018	 0.000	 0.240	
 
As for the calculation of the X variables (independent variables), they are based on 
average figures. As for the dependent variables, they have been calculated based on the 
average scores attached to each and every item following the results of the factor 
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analysis. For example, CSF, with its final loadings attached to each and every item, has 
been averaged out. Similarly, the same process has been worked out for the other 
dependent variables. 
6.7.2 Barrier to Success Regression Analysis 
To determine whether there are any insignificant variables in the five factors of barriers 
to success, the multiple regression also led to inconclusive results, as all the five variables 
turned out to be significant, as shown in Table 6.16. However, the application of bi-
variate regressions between barriers to success and each and every variable has led to 
estimate coefficients of respective variables. All variables except for Bar_PCB, have been 
found to be statistically significant barriers to determination.  
Table 6.16: Estimated Multiple Regression- Barriers to Success ad DV 
 Coefficient St.Err Significance R2 
Bar_Tech 0.276 0.017 0.000 0.385 
Bar_SV 0.243 0.007 0.000 0.722 
Bar_PCB -1.156 1.215 0.182 0.004 
Bar_LS 0.333 0.050 0.000 0.125 
Bar_ROI 0.296 0.040 0.000 0.209 
 
6.8 Chapter Summary 
This chapter has presented a detailed analysis of the data collected from the 
questionnaire. Based on a sample of 450 respondents, the chapter has been devised to test 
the research hypotheses by using a number of statistical approaches. The application of 
the Cronbach’s coefficient test reveals that all of the variables score higher than the 
critical value and hence can be regarded as reliable. The overall descriptive analysis 
shows that respondents perceive TM and SDI to be the most important variables in the 
determination of CSF with mean values of over 4.00. The overall average mean value of 
CSF from all 15 variables turns out to be 3.47, which is statistically significant. Of the 
five variables identified as determinants of barriers to success, the highest was assigned 
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to the tech variable, which has a large mean of 4.40 and a PCB of 3.00. All of these mean 
values are statistically significant.  
As the next tool of statistical analysis, the Pearson correlation method was also used. The 
aim of this application was to identify which factors have the highest level of association 
with CSF. The findings suggest that TM and ES exhibit the highest correlation with CSF 
of over 0.70, with TS scoring only 0.459. All the estimated correlation estimates turned 
out to be significant. Similarly, the pairwise correlation of the five variables within the 
barriers and the barriers to success suggests that they are all significant, with tech having 
the highest and LS having the lowest value.  
The application of factor analysis to CSF led to the extraction of five components, which 
represent linear combinations of the existing 15 variables. Since the first two components 
account for over 50% of the variance in CSF, a two-dimensional figure reveals that all 
variables turn out to be significant except for TS, IE, OS, and SI. The same technique can 
be applied to the barriers-to-success variables from which three components were 
extracted. The graphical representation shows that all variables are significant except for 
PCB, which was found to have a negative coefficient.  
As the final stage of analysis, regression models were developed. As for CSF, 15 bi-
variate linear regression models show that, with the exception of IE, TS, SDI and OR, the 
variables are significant to the determination of success. Application of the bi-variate 
regression models revealed that, with the exception of PCB, the variables are significant 
to the determination of barriers to success.  
In the light of application of all these techniques, the chapter concludes that, as for CSF, 
with the exception of TS, IE, OS and SI, the variables support the research hypotheses in 
determination of critical success factors. Furthermore, with the exception of PCB, the 
four variables of barriers to success confirm the research hypotheses. Chapter seven, 
which follows, provides a qualitative analysis of the interviews carried out during the 
research 
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7.0 Chapter Seven: Qualitative Analysis 
7.1  Introduction 
The main aim of this chapter is to offer an analysis of the qualitative information 
collected as a part of the study. In so doing, a certain qualitative analysis attitude to 
enable the researcher to detach self from values and special interests to develop 
understanding free from a priori commitments (Vidich and Lyman, 1994). The interviews 
enable the researcher to comprehend and explain the “actors” and the “implementation 
process” of E-government in Dubai (Vidich and Lyman, 1994).  
 The researcher used qualitative analysis of data to identify themes, patterns, concepts, 
insights, and understandings (Patton, 2002). To obtain complementary opinions of the 
“actors in the implementation process”, the researcher “purposively” sampled from an 
eclectic range of functional characteristics, including IT managers, finance managers, and 
human resources managers (Saunders et al., 2012). This enabled the researcher to obtain 
thematic variety, referred to as “maximum variation” (Patton, 2005; Saunders et al., 
2012). 
In view of the above, this chapter explicates the “perceptions” of senior management and 
key position holders (as outlined above) regarding the E-government implementation 
process, the critical success factors (facilitators), the barriers and the challenges 
(inhibitors) encountered. In this, this chapter presents results of analysis, which can be 
used to improve the effectiveness of E-government implementation and enhancement in 
Dubai.  
7.2 Key Characteristics of the Interviewees 
The interviewees selected for the interview process were senior members of the Dubai 
Smart Government Department. The reason for selecting senior professionals is that those 
at the top tend have more situational awareness and a wider view of what is happening 
than do junior or middle level staff members. Furthermore, to ensure that first-hand 
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accounts of the transition process from paper to electronic could be gained, all 
interviewees selected had been part of their respective departments for at least five years. 
Interviewees included a mix of professionals.  
 
The following is the rationale behind interviewing various types of employees: 
 
• Heads of departments: Those who deal with the customers directly and have 
basic IT knowledge. They were interviewed to obtain their points of view 
regarding E-government services, how they are effective and what could be 
changed to ensure improvements. 
 
• IT Managers: The information IT managers was able to provide was three-fold: 
They were able to discuss the technical difficulties and pitfalls encountered when 
designing and launching new systems; they could shed light on the current 
infrastructure and security of services being offered; and lastly, they were able to 
illuminate the process of transferring technical knowledge to less qualified and 
less tech-savvy staff members.  
 
• Human Resource Managers: Human resource managers were able to shed light 
on the requirements and needs of training and up-gradating technical 
qualifications for lower level staff. They were also able to provide insight 
regarding the level of skill and availability of semi-skilled and skilled staff. The 
general attitude towards change was seen in the process of transition from paper 
to electronic. 
• Finance Managers: The purpose of interviewing finance managers was to get a 
perspective on the financial aspects of E-government. Finance managers will 
shed light not only on the cost and benefits of implementing E-government but 
also be on budget allocations and future planning of finances for E-government 
projects to come. 
 
The overall demographic breakdown of interview participants is shown in Table 7.1. 
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Table 7.1: Break Down of Interviewed Employees by Education 
Education Level Number of Participants 
Secondary School 3 
College 10 
Undergraduate 6 
Post Graduate 6 
Total 25 
 
 
For the purpose of maintaining the ethics of conducting research interviews, the names 
and identities of the respondents are kept confidential. Each respondent was given a code 
name. The naming cultures for the purpose of this interview are as follows: 
 
FM1: Financial Manager 
FM2: Financial Manager 
FM3: One of the Top Managers 
M1: One of the Top Managers M2: One of the Top Managers  
M3: Technical Manager 
M4: One of the Top Managers 
M5: Department Manager 
M6: Department Manager 
M7: One of the Top Managers  
M8: One of the Top Managers 
M9: One of the Top Managers 
M10: Operations Manager 
M11: One of the Top Managers  
M12: One of the Top Managers  
M13: One of the Top Managers 
M14: Assistant Manager 
M15: One of the Top Managers 
M16: Project Manager 
M17: Mid-level manager  
M18: One of the Top Managers 
M19: Team Leader  
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TM1: Technical Manager 
TM2: Technical Manager 
TM3: Technical Manager 
 
The sample of managers represents a high proportion (19 out of 30). The interview 
used the descriptive method, which is done manually. However, coding techniques have 
been used to identify each theme of the interviewees.  
7.3 General Perceptions of E-government Implementation 
The vision for E-government was given by Sheikh Mohammed bin Rashid Al Maktoum, 
UAE Vice President, Prime Minister and Ruler of Dubai, who initiated the process of 
establishing an E-government system in Dubai in 2000. Prior to this, all the government 
functions were performed by filing and paperwork, which resulted in slow processing of 
work and irregularities. The political leadership of Dubai had a vision to transform Dubai 
into a focal point of the global economy and a business hub; this required a more robust 
and pragmatic system. Hence, the only option available was to leverage the power of 
ICT-based systems to support and strengthen the infrastructure and minimize 
bureaucratic lapses. The Government of Dubai announced the strategic initiative of        
E-government in 2000.  
 
According to interviewees, the implementation of E-government across the various 
governmental departments has gone through various stages. M7 noted that the stage-by-
stage process of implementing the E-government enabled him and other colleagues to 
transition between the stages with ease from the initial stages when it was all confusing to 
the present stage when it becomes more efficient. He further reiterated that it was 
unrealistic and ambitious in the initial stages until the government became more realistic 
by developing a targeted list of service providers and a vendor list.   
 
Initially, there were many misconceptions and a general lack of awareness despite the 
fact that UAE always enjoys healthy Internet penetration and people have always had an 
aptitude for technology and technological gadgets. In early 2000, the expectations were 
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that an E-government project would serve as a silver bullet for all the issues and 
challenges that were being confronted.  
 
Interviewees also shared their own perceptions of how the E-government system has 
transformed from a state of fear to a level of comfort. According to FM1, people initially 
feared losing their jobs when they heard that the Dubai Government was implementing an 
E-government system. They were entirely against this implementation, as it was quite 
overpowering. The reason given was that resources were being wasted and must all be 
spent on buying new equipment that would help retain traditional methods of carrying out 
activities by the government. At first, FM1 was hesitant, but now he completely supports 
it and cannot fathom performing his activities without it. His involvement in the project 
has been quite active, and the role he played is considered valuable. 
 
Another interviewee who at the present time is serving as the head of the department and 
is a strong proponent and advocate of E-government systems and wanted other emirates 
of UAE to follow the Dubai’s suit also shared similar experiences. M9 expressed how his 
perception of E-government completely changed over time from negative to positive. He 
noted that, several years ago, as a program coordinator, he perceived the implementation 
of E-government and the subsequent integration of the standardisation of internal 
processes and back-office functions as death-mark projects. He could not comprehend 
how it could succeed and shared his opinion openly with team members. In hindsight, M9 
now reflects back on the journey only to be mesmerised by how the Dubai government 
made tremendous progress and his perception changed rather positively. He is now proud 
of what the system achieved, but he still recognises that various aspects require 
improvement going forward. He stresses that the E-government system has become an 
inevitable backbone for the government to function effectively. 
 
Other interviewees shared similar experiences; the dominant theme was the change in 
perception. Initially, there were fears of failure or the task seemed impossible; but with 
progress, and after initial apathy, they accepted the E-government project and senior 
management then “owned it”. They had good ideas and a clear picture of how they would 
take it to the next level.  
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It is interesting to note here that almost all interviewees had a negative idea of                
E-government to begin with. Finance managers felt that their jobs would be endangered, 
as ERP systems would manage finances in their place. IT managers also feared that their 
value would decrease once IT know-how became widespread and the system was 
implemented.  
 
Another critical factor identified from interviews was that older and more senior resource 
users were fearful of adopting E-government because they felt that they would be unable 
to cope with the pressures of learning a new system and would be replaced by younger, 
technically better qualified users. 
7.4  Reasons for E-government Implementation 
According to M8, the Dubai ruler has a dream to make his city a crown jewel and an 
international business hub. To accomplish this goal, it was deemed essential to have a 
pragmatic and a robust system. For M8, it was Sheikh Maktoum who re-invented the 
system through service-quality enhancements. He also noted that the E-government 
system was compatible with what Sheikh Maktoum envisioned beforehand, as it 
eliminates all limitations and focuses on customer requirements to deliver timely and 
immediate government services through the use of innovative channels and methods. 
TM2 also stated his opinion regarding the E-government. He believes that the people and 
businesses of the nation can access the government with ease. In addition, the                 
E-government serves to help Dubai become a leading economic hub. 
 
Dubai has always served as a leader and has a technologically literate society with highly 
developed systems aimed at further strengthening the system to meet the future needs by 
developing E-government. The mission of the E-government initiative, according to M10 
was to bring together individuals, government and business departments under a common 
virtual platform for the delivery of high-quality services and efficient government. He 
further noted that continuous customer management of e-services should be promoted 
and supported for their invaluable benefits. 
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The interviewees also shared some cases that highlight the reasons for E-government. An 
interviewee who is presently a key position holder shared the following. FM3 states that, 
for tourists, Dubai has been quite an attraction, and this is mainly because it has been 
innovative in all its activities in a proactive manner. In this, the city (Dubai) has evolved 
from the 1980s to the 2000s with a fascinating story. He further states that Dubai 
understands that, to be a global leader, implementation of an E-government system was 
imperative. This is because an E-government system leads to the removal of all barriers 
or system delays and enhances the quality of services in a significant manner so much so 
that users and citizens become active participants. M18 has been asked to consider a 
scenario in which, a few years ago, an individual stood in the Dubai desert and thought 
about the developments of Dubai. There is no way he could imagine such a city with so 
much life. World merchants are participating in the development, and it is the Ibiza of the 
east. Such developments would be considered a fantasy a few years ago specifically for 
an individual who is standing under the scorching sun, dipping his feet in the desert 
grains. However, it is now a reality. Dubai has transformed itself into something that was 
impossible. During the 1990s, there was a vision that Dubai must transform itself as the 
major business hub. To attain this vision, red-tape and bureaucratic delays were to be 
removed completely and the system had to be effective, efficient and valuable. Hence, it 
was necessary to make sure that the new developed economy has a re-invented 
government system through E-government service delivery. 
 
From the interviews, the following themes/scenarios were identified as to the motives of 
the E-government initiative: 
 
• The vision of the ruling family to transform Dubai into a business hub through 
provision of excellent service delivery, 
• The need for a system that would be able to handle the needs and capacity of 
future operations, 
• A system which was more efficient and effective, 
• A system that would be very prompt and robust and help in reducing delays,  
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• A system that is very customer/citizen focused such that customers/citizens can 
access services with ease, 
• A system which could eliminate redundancy, 
• A system which can connect all key stakeholders and improve the means of 
communication among the various departments, 
• A system which can offer precise and accurate information and situational 
awareness, and 
• A system, which would be helpful for making meaningful forecasts. 
7.5  The Extent of E-government Implementation 
It is estimated that, by using E-government technologies, the lives of 80% of the global 
population can be improved. M18 states that, thus far, Dubai has excelled with regard to 
strong participation in the E-government implementation. The aim was to reach nearly 
70% of the population within five years commencing from year 2000.  
 
An executive committee was established to conduct the strategic audit and strategic 
benchmarking of the government functions with the aim of identifying gaps in the 
service. Many experts and top management positions made several visits to countries like 
the USA, Britain, Singapore and Malaysia where there were models of already 
established and running E-government. M6 added that a comparative analysis was 
conducted which clearly indicated that a single model could not be implemented in 
Dubai. The nations visited openly suggested that the procedures had to be contextualised 
according to the requirements of the nation. A one-size-fits-all policy cannot be followed. 
Therefore, considering the distinctive contextual features of Dubai, it is essential to make 
sure that the system is entirely tailor made. 
 
The Dubai Smart Government Department has focused not only on the development of a 
model but also on building awareness and training employees to simultaneously cope 
with the change. The interviewees shared their experiences regarding the various things, 
which happened concurrently. TM1 recalled a time in 2007 when the E-government 
procedures were being implemented effectively and too many activities were functioning 
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simultaneously, thereby making it difficult to keep track. These activities included 
market-awareness surveys, the Big Challenge, Taheel, E4all Magazine, online marketing 
and many other activities. For any small or large Dubai exhibition, participation was at 
the maximum to make sure that people had knowledge of the system and how it was 
being implemented. Hence, various e-readiness and awareness campaigns were launched 
with the help of large public-relations organizations. Several unconventional methods 
were assessed and online promotion programs assisted with competitions and social-
media marketing. 
 
TM3 stated his idea related to the scope and characteristics of the E-government. Dubai, 
according to him, is associated with grandeur; therefore, the E-government would also 
need to extend over 1900 services supported by over 20 departments as part of the back 
office. However, although ambitious, the KPI requires that, by 2007, nearly 50% of the 
traditional paperwork is to be removed from the departments and E-government activities 
are to be included as part of the services.  
 
M3 stated that the initial step of starting the E-government process was to create a GIN. 
With the help of the GIN, a common centralized database was created to interlink all 
departments. Towards the end of 2005, there were thirty departments using the same 
system and they were back linked. At the time of the portal launch in 2001, the E-
government was in the “emerging stage” with an Internet presence through its official 
portal consisting of 14 e-services. E-government efforts accelerated in Dubai after 200. It 
entered the “transactional” stage two years later. By 2003, the number of e-services rose 
to more than 600, which is about 50 times more than the services offered in 2001. About 
23 government departments were offering e-services to both citizens and businesses at 
that time. Out of 600+ services, 211 were transactional and the remaining 406 were 
informational in nature. 
 
M5 suggested that, to manage and monitor the E-government activities in an efficient 
manner, the Dubai government implemented a centralized approach. Two teams 
constitute the E-government in Dubai: namely, e-services and shared services. He noted 
that the responsibility assigned to the e-services is to integrate with the government 
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departments and manage the government portals by e-enabling their services 
(www.dubai.ae). Thus, the responsibility included making sure that the services offered 
with the help of the portal are of high quality and meet the standards of security. 
Community outreach programs helped promote these services.  
 
In addition to the above, TM2 also suggested that it was the responsibility of the shared 
services to provide the infrastructure and applications required to manage the 
implementation of GIN and to interlink the departments. He maintained that they must 
also provide the required technical expertise to the government departments so they may 
publish the content upon the Dubai E-government portals. The E-government server hosts 
the content management system, which would be used for this cause. 
 
Due to a vast difference in technical competence between various government 
departments and the fact that the departments were not equipped with uniform 
applications, the E-government team decided to adopt a hybrid strategy for e-services 
implementation: decentralization of the core services of every department and 
centralization of the common services (Al-Shair, 2005). The decentralization approach 
gave the government departments autonomy and creativity and accelerated the enabling 
of services in the various government departments. Given the common aspects of 
electronic services, which were independent of government departments (e.g., 
authentication, authorisation, payments, mobile services infrastructure, and customer care 
services platform), it was decided that they should be built by E-government. These 
centralized common aspects were provided to the government departments through a 
single centralized entity with well-defined common tools known as synergistic tools.  
M14 suggests that the tools used to carry out the services by the government departments 
maintained synergy and that it would be possible to attain valuable cost savings. This e-
service must be extended to other departments, as M14 maintained. Furthermore, M14 
stated that the objective was to meet the 2005 deadline requirement, which is why the 
transactional services were to be increased. There were nearly 20 departments offering 
1900 or more services by the end of 2004.  
To buttress the above point, M8 states that, after attaining the initial targets, another 
target was set in mid-2004: By 2007, innovative channels were to be used to manage 90% 
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of government services and 50% of government transactions through e-enablement. To 
attain this vision, the strategic agenda included five main items. Initially, the 2001-2004 
E-government initiative phase stressed government department e-enablement; but during 
the 2004-2007 initiative, the focus was upon customer adoption of the E-government 
services and their quality enhancement.  
 
The interviews indicate that each government department touched by E-government 
initiatives was changed dramatically. All concerned parties were taken on board, and the 
strategic vision and plans were laid out for all. The E-government project worked like a 
well-oiled machine operating with surgical precision and unparalleled ambitions. 
7.6 Outcomes of Successful Implementation of E-government 
The E-government in Dubai is one of the most successful implementations in the entire 
Middle East. Although there many challenges were encountered, and though deviations 
were made from initial plans and some delays were experienced, Dubai has been able to 
develop a successful E-government system. 
 
The system is able to cater to the entire population of Dubai. It is able to accept and 
engage customers in both English and Arabic, and many other languages are available to 
cater to all Dubai citizens. Dubai is another illustration of successful E-government in 
which 24/7 services is available and citizens can interact with and contact various 
departments of the government via telephone, email, chat or fax. M11 reports that the 
information security of the Dubai Smart Government Department portals including that 
of the ePay and mPay systems stands out to such an extent that they have been awarded 
the “best information security program implementation” for their safety levels. In 
addition, FM1 states that an additional landmark was achieved by the implementation of 
ePay and mPay. A central point was established for the government services. There has 
been a drastic rise in jobs using the e-jobs centralized system. The economic development 
process has been boosted mainly due to the E-government implementation. With the help 
of the Dubai Smart Government Department portal, it is possible to gain online access to 
the Department of Economic Development. 
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The impacts of E-government are usually divided into two groups: those costs and 
benefits accruing to government, and those experienced by users. To date, the benefits for 
the government have primarily been related to the gains in efficiency achieved through 
the application of ICTs by individual agencies. The costs have been seen as those directly 
related to the development and implementation of software applications and IT systems, 
which support new forms of information and service delivery. However, the costs and 
benefits for employees, investors and other agencies are also important (E-government 
Workgroup of the Directors General, 2002). User costs and benefits arise for both citizens 
and businesses. Some observers have suggested that more general costs and benefits to 
society or the environment might comprise a third group (Rimmer, 2003). 
 
The goals and objectives of the E-government were also included in the national strategy. 
The output or progress was constantly monitored, though the pace of E-government 
declined slightly during the financial crisis. The valuable result of E-government 
implementation according to M16 is the enhanced communication between the public and 
the government. It is now possible for the public to comprehend the various services 
being offered, and the government can reach the masses directly. E-government will 
enable governments to hand over major parts of public-sector development and 
operations directly to users, as the competencies and skills of society at large are 
improving and affecting an increasing number of people. The collaborative involvement 
of users in service design and operation could allow them to build their own public 
services adapted to their personal needs at different stages of their lives 
 
Additionally, M18 stated that web visibility has increased through E-government such 
that over 20 departmental websites are now visible along with a central Emirate and the 
Government of Dubai website. The Emirate of Dubai has been able to present a soft and 
positive image, as it is easier to engage and interact with the customers. In this, it has 
become part of the culture.  
 
M6 complemented the above views by suggesting that, while visible results and 
advantages of E-government are measurable through metrics and KPIs, some indirect 
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results might be difficult to reduce to measurable metrics. Furthermore, M6 cautioned 
that, as a government initiative, it is prone to being copied by private organizations or the 
people. 
7.7  Challenges Encountered during the E-government 
Implementation 
The development of E-government was a challenging assignment. Challenges ranged 
from highly technical and technology-related challenges to those contributed by human 
nature and psychology. The top management thought of an integrated and all-inclusive  
E-government project; but changing the idea so that the lower-level staff would adopt it 
and own it became one of the challenges. TM2 stated that, during the first few years, 
popular words/phrases such as impossible, overly ambitious, unachievable, 
unmanageable, and unattainable were quite commonly heard with negative connotations. 
However, with time, such negative phraseology changed as the system and process 
gained acceptability.  
 
The main challenges, which were even more pressing than the actual development of the 
E-government system, were the people and culture. This has to do with disinterest and 
resistance to change or adapting to something new. M12 stated that people were 
genuinely concerned/worried about the possibility of computers taking over their jobs and 
so resisted the implementation of the E-government. M12 stated that it was interestingly 
curious to notice a trend, which indicated that greater resistance was coming from the 
older generations even prior to the initial rounds of implementation.  
 
The nature of resistance was obvious as M19 experienced it during his role as a 
benchmarking committee member. His team was required to conduct an audit of strategic 
services upon a specific department. The purpose of the audit was to conduct interviews 
leading to identification/extraction of system deficiencies for review. In their bid to resist 
the implementation idea, many refused to cooperate by using different excuses. For 
example, M19 states that the department head was unavailable for 15 days and the rest of 
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the staff provided either incomplete or wrong records in acts of non-cooperation. All 
participants were avoiding the audit members, and the head also remained engaged with 
meetings or offered other excuses like feeling unwell or being busy. 
 
On the other hand, another interviewee felt that the issue was technology and the rapid 
pace at which it was evolving. FM3 suggests that the key challenge is the speed at which 
technology is evolving. For example, at the time of initial implementation, technology 
platforms such as YouTube, Twitter and Facebook were not popular, and the available 
1MB space provided for emailing was not sufficient. Smart phones, IOS and Android had 
not yet been developed. It has now become necessary to recreate and adopt the 
development in technology so as to fully engage with the public. The on-going challenges 
to E-government include continuous assessment and development along with the training 
of employees to ensure the full safety and security of the system and all the information 
that is stored.  
7.8 Interviewees Opinion on the Critical Success Factors 
Influencing the E-government Implementation 
Interviewees shared their experiences and opinions regarding the critical success factors 
and considered them vital to an extensive research in this area. Some interviewees shared 
different versions of the importance of certain factors based on their own understanding 
and fields of expertise. The technical lead who had been involved in the development of 
the system, the coding and back-end development had a different set of priorities, while 
those who were part of the implementation team and had to deal with people and 
employees directly shared some other critical success factors. Members of the                
E-government team who were involved in procurement, sourcing of equipment and 
finance or budgetary dealings shared yet another perspective.  
 
Below are opinions summarized to maintain the essence of the interviewee’s own 
experience. 
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7.8.1 Top Management Support 
The top management had unanimous and undisputed support. All of the 25 interviewees 
agreed that they received full support throughout the implementation of E-government. 
Some interviewees emphasized the 2007-2008 financial meltdown when many projects 
were suspended and funding for others was reduced. But even then, the E-government 
project received complete co-operation. According to FM2, the financial crunch was 
witnessed by Dubai in 2008. Everything occurred suddenly, and people were desperately 
searching for other opportunities outside Dubai. During the same year, the downfall of 
banks and stock exchanges was widely observed. At the same time, leadership also 
changed its priorities. FM2 had some serious concerns about the project. In this regard, he 
directly contacted one of the senior officials in the ministry to make me understand that 
great flexibility has been demonstrated by their system during that difficult period and 
that people were comfortable with its use. People were suggesting improvements for this 
system, and the system was being successfully developed with the passage of time. 
Moreover, he declared that the functionality of this system remained quite remarkable 
and that it had not downgraded like other systems. Service delivery is properly provided 
to the citizens, so how a handy and successful system can be abandoned. M8 also 
indicated that, “The true force behind the successful execution of the E-government 
system in UAE was none other than the political leadership and top management. There 
has been a consistent and non-stop support from the initial day of planning until now”. 
 
The leadership and the top management have ensured that the Dubai Smart Government 
Department has all the resources required for successful implementation of                     
E-government. Interviewees shared the following opinions regarding the support that was 
received by the top management. According to M11, our team with a number of available 
options ensured the security of system. Moreover, procurement of new equipment and 
machinery in a desirable capacity was needed by the desired option. This option was a bit 
complicated and costly. Comprehensive training sessions would be required if that option 
was to be selected by the company. He was worried about the likely selection of that 
option. The second options were also assessed, such as requirement of new equipment 
besides taking into account a number of factors like amount of training and initial cost. 
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As far as the best option and the second-best options were concerned, a business case was 
also created. Moreover, it was decided by the middle-level management that approval 
would be granted to the cost-effective option only. The management approved the option, 
which was recommended, and it was the best thing observed. It was ensured to the team 
that the best option would be opted by the government and only the merit would be given 
preference. The merit or quality would never be compromised. 
 
According to M12, the great contribution of the top management was observed, as they 
would attend the meetings on a regular basis and personally examine the monthly 
progress report. The management would not merely rely on the quarterly reports. It gave 
me a shock when our internal meeting was suddenly joined by one of the members of the 
royal family. In addition, he asked about the issues being encountered by the tea. Initially, 
we were unwilling to give our honest opinion. However, unexpectedly, all the problems, 
which were being encountered during the period, were resolved in 30 days; for instance, 
the issues pertaining to the lack of trained people was resolved. The authorities concerned 
have allowed us to hire a well-known expert for our training and have significantly 
enhanced our budget.  
 
According to M15, every stage was integrated with each other. Meeting sessions also 
included junior staff, who had technical understanding. They were asked to provide 
feedback, which was given due importance, every idea was appreciated and given equal 
attention. 
 
Whereas M12 added vision and support of the top management proved to be the major 
project success. In his response, M3 pointed out that accountability and responsibility 
were fixed with every individual for this challenging endeavour. At the outset, the project 
team felt great internal resistance; however, the top leadership provided consistent 
support. Therefore, all the conflict and clashes were gradually wiped out. 
Though the interviewees were conducted with the middle and top-level management, it is 
important to note that these managers have risen to these ranks over years. Nearly a 
decade ago, when E-government was in its infancy, most of the personnel were lower- or 
mid-level managers. What is most critical and notable here is that all members of the 
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finance department interviewed were of the same opinion: that no matter what happened, 
funding for E-government projects was always given priority. Top-level management 
gave unconditional and unwavering support to projects. 
7.8.2 Understanding of the Need and Purpose of E-government 
There is a concept in management sciences “beginning with the end in mind”. It means 
that there has to be a complete clarity of purpose and a complete mental picture of how a 
project would look once fully completed. There cannot be two opinions regarding the 
clarity of purpose that was in the minds of the top leadership regarding the E-government. 
The awareness and understanding of the main vision and goals regarding E-government 
is very important. It must be explained to employees, and they must be helped to achieve 
a much-improved implementation of E-government. So much effort has been put into 
transcending the vision and creating awareness regarding the use and purpose of            
E-government. Apart from the creation of awareness, another challenge was avoiding 
misconceptions and ambiguities regarding the E-government system.  
 
According to M14 the E-government project had adequate information. Moreover, the 
availability of a designated helpdesk was ensured whenever the employees needed 
additional training or information or any clarification. There were also awareness 
campaigns that would create awareness among both citizens and employees. According 
to M12, the staffs were provided with special training programs, internal newsletters, 
detailed emails containing user manuals, online support, surveys and printed content. 
This comprehensive detail was delivered so that employees could gain insight into the 
objectives and aim of the project and realizes the likely functions and facilities. Monetary 
rewards were announced for outstanding employees, and they were also inspired to use 
and implement the functionalities of the system. According to M6, collaborative and joint 
efforts were made to develop the metrics and the KPIs for the performance assessment. 
Also, this data was exchanged with all employees so they could have complete 
knowledge about the new transformations. 
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Regarding the awareness process, interviewees shared the following opinions: According 
to TM2, he finished his education at Carnegie Mellon University and became part of the 
Dubai Smart Government Department. At one instance, it was becoming difficult for me 
to understand the dynamics of new system. His emphasis was on the significance and role 
of E-government. Other documentation, which was provided to him, was also having the 
comprehensive information on the roadmap and the vision. In addition, there were certain 
training programs, newsletters and the detailed emails. Subsequently, awareness audits 
were conducted by external agencies. People desiring to gain knowledge of project were 
allowed complete access to the aims and the endpoint. M9 indicated that no one was left 
unaware of the goal of the new system. There were regular meetings at which the 
attendance of all concerned was mandatory, and progress reports were being shared 
through the intranet. M4 added that he could have benefit realization of the system on his 
fingertips; the benefits of the system were frequently described, and from time to time 
users were made aware of the functionality of the new system. M1 was pleased to share 
that the new system would result in several benefits, such as reducing unnecessary delays 
and backlashes and bringing transparent mechanisms to the workflows. 
 
Another respondent shared that the progress and evolution of E-government was made 
through gradual steps to increase the acceptance of the project. According to M17, 
gradual and module-wise deployment of the system was carried out in small phases so 
that the deviations did not look drastic. Moreover, both the conventional systems and the 
newly proposed E-government modules were started in parallel so that the senior and 
non-technology savvy citizens could also easily use the service. As far as all the 
stakeholders were concerned, the training programs, awareness campaigns and other 
supportive measures were offered by the Dubai Smart Government Department so that 
the users could gain insight into the benefits and objectives of E-government. 
 
Creating awareness about government e-services was not enough; the next task was to 
improve computer literacy rates. The second point of assistance addressed this, as          
E-government provided assistance though the “e4all initiative”. Conceived as an integral 
part of the E-government's community outreach program, e4all initiative comprised 
several awareness initiatives, including E-Citizen, E-Employee, E-Learn, and E-Manager. 
  167 
At the same time, E-government partnered with the private sector to bring digital 
products at a low price to the citizens. For example, according to M14, products from 
Apple, HP, LaCie, and Dicota were provided at considerable discount in consultation 
with PRO Technology, and members of eCitizen and eEmployee were given special 
concession. 
7.8.3 Motivate a Change Culture 
Change is among the few constants of life. That everything will change is a reality, but 
still, resistance to change is an inherent attribute of human personality. Managing change 
is one of the key challenges of life. This was encountered by the Dubai Smart 
Government Department. Initially, there was a significant amount of internal resistance. 
Many people did not want the change and preferred working in the old ways. As 
mentioned earlier, employees were fearful of losing their jobs and there was a fear of the 
unknown.  
 
The only way to sell the project to the employees was to develop a culture in which 
change was a norm. Hence a change-motivating culture was developed, and people were 
rewarded for their ability to adapt to a new system. There was also recognition: People 
who were keen to move forward and who were learning new technologies were also 
given certificates of appreciation.  
 
Interviewees shared their common experience that, even at first, they were not willing to 
change. But the government and the top management created a system in which the only 
way to survive was adapt to change. Counselling, coaching and training were also 
available for people who were facing one problem or another. 
 
Respondents shared the following experiences about how a change-motivated culture was 
developed and change was made part of the new system. When M16 heard that the Dubai 
Government was executing the E-government system, he had a number of serious 
concerns in his mind, such as the fear of a power shift and fear of failure of the proposed 
system. These concerns were uncontrollable and he got derailed. He realized that it was a 
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futile effort leading to a complete waste of resources and that the traditional ways must be 
followed to handle the government systems. In addition, he felt that there should not be 
any additional investments for the procurement of new equipment.  
 
Gradually, he came back on track. But, this transition period took some training and time 
to fully understand the working scenarios besides owning the new the system. Now there 
is no working and no success without this system. He gave his full contribution to the 
project over the last ten years, and he has been pivotal in recent phases. FM3 said that the 
users were left with no option to exercise the transition because the authorities had 
provided everything that was needed to change. 
 
M8 indicated that successful implementation of E-government is based on change 
management. Therefore, this factor was seriously taken into account prior to the 
deployment of the project. Before the first prototype was rolled out, people, who were 
lacking the technical skills and who were not technologically advanced were provided 
with frequent training sessions. In addition, trainers provided motivation in addition to 
mental and psychological preparation, and different strategies were created to encourage 
the people intrinsically. 
7.8.4 Support of Organisational Structure 
It is very important that the implementation team has a good understanding of 
responsibilities and ownership to help it achieve a much-improved implementation of    
E-government. A complete structure was developed for implementing the change 
process. M18 pointed out that there are three tiers in the top leadership: The political 
leadership was between the first and topmost tiers. Moreover, the implementation of the 
E-government process was highly supported by the ruling political family: i.e., by Sheikh 
Mohammed bin Rashid Al Maktoum. A steering committee containing heads of various 
departments was below this level; they would be known as the driving key force from 
whom the direction would be obtained. Below this level, there was the director general of 
the Dubai Smart Government Department and Dubai e-services. 
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One of the respondents shared the following opinions regarding the support and 
organisational structure. According to M7, the authorities defined the responsibilities and 
ownership for E-government implementation well. To ensure successful and effective     
E-government implementation in the Dubai Smart Government Department, it was 
equally important to provide a supportive structure for information availability and 
visibility. 
 
Another interviewee said that the progress and evolution of E-government was made 
gradually to increase acceptance of the project. According to M2, steady configuration of 
the system was carried out in small phases so that the changings did not look drastic. 
Moreover, both the conventional systems and the newly proposed E-government module 
were started in parallel so that senior and non-technology savvy citizens could easily use 
the service. For all the stakeholders, awareness campaigns, training sessions and other 
supportive measures were offered by the Dubai Smart Government Department so that 
the users could understand the benefits and objectives of E-government. 
7.8.5 Effective Communication 
Communication was one of the key ingredients of the successful E-government 
implementation. M14 had frequent communication in the first two years. Nearly 70% of 
the time, he had either direct verbal discussions with people or was engaged in written 
reports or responding to letters. One of the foundations of E-government was none other 
than successful communications. In this regard, every team member was motivated to 
communicate and share ideas from day one, which, at times, caused an undesirable or 
unjustifiable opposition to the project and sometimes served the purpose in letter and 
spirit. 
 
One of the interviewees, M16, who was initially part of the project team, which visited 
Singapore and Malaysia to assess their models, shared his experience. In the perception 
of M16, he always encouraged others to express their opinions, apprehensions and 
weaknesses regarding the project so that he could perceive their level of understanding. 
During his visit to Malaysia, he recognized that communication is the most useful tool 
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and asset one has, as it facilitates the easy dissemination of information. Therefore, he 
settled for making effective and strategic use of communication while he was in 
Singapore. 
 
Another interviewee said that communication was one of the best strategies that can be 
used to resolve any conflict and to appease employees who were not willing to co-
operate. At times, all they needed was someone to listen to them. M2 asserted that, while 
conducting our project on prototype, certain information from two disparate departments 
was required, and we had to ascertain the existence of integrated back offices in both the 
departments where information could be transmitted with a single click. Nonetheless, the 
information provided by both the departments contained huge discrepancies. Even their 
work procedures were absolutely discrete. We concluded that the department had 
provided us with faulty information. As a consequence, we decided to pursue the 
wrongdoers out of these departments. However, we agreed to a point that their own 
representatives would present both departments’ information to us in a traditional 
manner. For this reason, and to eliminate concerns and differences, an informal and brief 
convention was arranged. There, we perceived that the employees were reluctant to 
participate in information dissemination due to their fears of disappointment or loss of 
employment. Therefore, we ensured, by means of effective communication, that their 
fears were eliminated and established a reward system for encouraging them to make 
them adopt the new system from their traditional system. As a part of new system, we 
created training sessions for people deficient in certain skills so that their performance 
could parallel the organisational demands. 
7.8.6 Employee Empowerment 
Employee empowerment is very important to the success of any change initiative. 
Employee empowerment is described as the degree or magnitude of involvement and 
commitment of employees in an organisation. It is imperative that employees feel 
engaged to ensure that they own the changes. Interviewees emphasized that many 
initiatives were taken to encourage employees, to grow their passion and to increase 
employee engagement levels. According to M16, employee involvement at present and 
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prior to implementation was assessed by means of empowerment levels, as certain 
employee empowerment surveys comprised a total of twelve Gallup queries along with 
several clearer surveys. With lower employee empowerment levels, we would need to 
conduct training sessions or proclaim the reward system on immediate adoption and 
understanding of the system and increase their empowerment level; and if the 
empowerment level would be high, then the change is easily accepted. These strategies 
have always shown success. 
 
M6 emphasized that employee empowerment was a priority because they had no other 
option, as most of the government employees were UAE residents. According to M6, the 
employee sector of the development team of the Dubai Smart Government mostly 
belonged to UAE. The sector had permanent employments with the organization, so they 
could not be reinstated. This step would have also increased the fear of employment loss 
in other employees, so we had to gain employee satisfaction and estimate this satisfaction 
with diversified means for the successful implementation and it had to be our topmost 
preference. For this reason, employee satisfaction was gauged by several surveys 
conducted with employees. 
7.8.7 Training 
Training of employees is very important. It ensures that employees are equipped with 
essential skills needed to perform their jobs in an effective and efficient manner. 
Employees are up to date with the latest training courses to improve their understanding 
of the need for E-government. M10 claimed that every employee was endowed with 
refresher training to improve his or her knowledge of information technology. The 
obligation of the training needs assessment was enforced along with establishing the 
reward system for learning. 
 
One interviewee emphasized that training was done through multiple channels. There was 
a proper training session, and other courses were made available. Employees that needed 
extra skills or senior leadership positions were enrolled in the best online courses and 
degree programs. Employees who were intrinsically motivated and wished to enhance 
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their level of education were provided grants and loans. Unintentional trainings were also 
provided to encourage managers to teach their subordinates new techniques.  
 
Through on-the-job learning, many departments also developed an e-learning library: 
Electronic learning resources were made available, and employees who needed assistance 
were able to search for the required resources and study at their convenience. A series of 
inter-departmental podcasts were also initiated. Technical officers responsible for 
maintaining the system and supporting the capacity development in the future were also 
sent abroad to acquire knowledge and observe how E-government works. 
 
Interviewees shared a list of diverse topics on which people were trained. Many 
foreigners with highly complex and sophisticated programming skills were hired from 
abroad and given the task to train people under them. Interviewees also shared how the 
provision of training played a vital role in the acceptance of the system. Thus, M11 
claimed that numerous people (one whole generation) in the organisation were resistant 
to change, as they perceived that the then-present system was absolutely functional and 
productivity-oriented. Actually, these employees were also deficient in computer 
operating skills. 
 
M7 shared his opinion and considered training a strategic partner. M7 asserted that, 
almost half of the workforce was incompetent to work in the new system as it was devoid 
of training. For the flourishing of E-government initiatives in the organisation, training 
was needed to make employees enhance the establishment process of E-government. 
 
Training was offered on multiple levels: 
a. eCitizen was established by the Dubai Smart Government Department in 
association with seven local training centres to provide 16 hours of classroom 
training to citizens and residents of Dubai. Citizens receive four modules of 
training on basic computer and Internet skills along with training on both 
individual and business-oriented government services provided by various 
government departments. Upon successful completion of training, citizens receive 
an eCitizen certificate from Dubai Smart Government Department. 
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b. E-employee was launched specifically to raise the IT competency of government 
employees. It provided a 40-hour training programme using both online and 
classroom training in collaboration with several training institutes. Employees 
received four-module training on core computer skills in English and Arabic. 
Upon successful completion of training, employees receive an e-Employee 
certificate from the Dubai Smart Government Department and an ICDL START 
certification. 
 
c. To further boost the IT competency of individuals and government employees, the 
Dubai Smart Government Department developed more than 3000 bilingual online 
courses for various disciplines, including r-business, e-commerce, and 
information technology. Developed in a multimedia format, these courses can be 
taken at a customised pace depending on individual need. 
 
d. E-manager was launched in 2007. This initiative aimed at managers and 
supervisors to enhance their project management and leadership skills through 
three online modules and certificate levels. 
 
e. Consider E4all Magazine: This monthly publication from the Dubai Smart 
Government Department was designed to raise public awareness of the 
availability of e-services. Covering various aspects of E-government, it 
familiarises readers with the core concepts of e-services, the private sector’s 
participation in e-services, hardware and software systems, and e-learning. 
 
7.8.8 Employee Involvement and Employee Satisfaction 
Employee involvement is a management philosophy that gives employees some level of 
empowerment in making critical decisions, which directly impact their jobs, and it 
includes them in the decision-making process when there is a major policy change. The 
interviewees indicated that it was one of the central beliefs that employees should be 
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included to ensure that they own the system; hence, they were included and their 
feedback and opinions were given a voice during the change process. TM3 argued that, 
initially, the team was disinclined for prototype adoption; even the department head was 
not cooperative in this regard, as the employees were afraid of mislaying influence, 
power and unemployment. However, the department head was quite intelligent and 
always gave justified reasons and argued that the development team needed to plan their 
processes again. However, the head proved to be cooperative and influenced others to 
adopt the new system and prototype once it was altered in accord with his useful 
suggestions. He also adopted it as the head, despite the fact that the new system was more 
complicated than the prior one. 
 
Another interviewee shared his experience about when employees were involved in the 
decision-making process and were offered coaching and mentoring to give them the 
feeling of being empowered. According to M14, while the process covered half of its 
journey of establishment (i.e., near 2006 and 2007) and the E-government model was 
partially established, the reluctance of numerous employees regarding its adoption came 
to the surface with useless and unjustifiable inferences regarding new system’s 
irrelevancy and complexity. Therefore, we needed to recruit a professional management 
coach from the international coaching federation, and he made them appraise and assess 
every new feature of the system with an optimistic and ultra-modern view. In this way, 
the employees learned that the new system’s adoption would provide them with better 
propositions. 
 
M12 talked about how challenging it was to achieve employee satisfaction. M12 asserted 
that we already had the idea of change resistance from employees, as dealing with 
changes is an intricate part, so communication was the only element needed to clear up 
all misunderstandings and confusions of the employees and to take their suggestions for 
gaining employee gratification and satisfaction. Employee satisfaction regarding the 
installation of E-government project was attained by numerous training sessions and 
focus group sessions. M19 emphasized the use of surveys to measure employee 
involvement and satisfaction. The employee sector of the development team of the Dubai 
Smart Government mostly belonged to UAE, which had permanent employments with 
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the organisation such that they could not be reinstated, and this step would also have 
increased the fear of loss of employment in other employees. Therefore, we had to gain 
employee satisfaction and estimate this satisfaction by diversified means for the 
successful implementation, and it had to be our topmost preference. For this reason, 
employee satisfaction was gauged by several surveys conducted on employees. 
7.8.9 Performance Measurement System 
Performance measurement was a key challenge faced by the management of the Dubai 
Smart Government Department. M1 asserted in reply that, because E-government is a 
tremendous change-implementation project that requires constant evaluation at several 
places, employees would have to assess for it where the fact is evaluation is something 
everybody dislikes, so the fears of employees were obvious. To overcome this issue, it 
was announced that employee performance evaluations would not be conducted. 
However, afterwards, we realised the need for them later, so it was announced that 
performances would be evaluated without any punishment or penalty for poor 
performances. Even so, employees who gave poor performances were afraid, so a reward 
system for good performers was also established. 
 
From the perspective of a high-ranking officer M8, without the correct institution of 
standard operating procedures, none of the evaluations could be carried out for 
ascertaining the accurate functionality of the new system with the newly established 
practices; therefore, failure or success rates could not be determined. Likewise, in Dubai, 
the implementation of E-government was a large risk, so we determined that the 
evaluation criteria must be very good for estimating success and for certifying the worthy 
and productive implementation of the systems. 
The IT managers had a different outlook on performance measurement from that of M17, 
Strong quality assurance (QA) tests were to be carried out on our systems, as we were 
trained for it. For this reason, we had to spend many hours and even nights in the last 
days, checking and fixing the system errors. We used agile methods of software 
development for internalization, as our systems met the desired quality standards of every 
international software protocol. 
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7.8.10 Implementation Efficiency 
Implementation efficiency refers to how successful the implementation process was. It 
shows the overall process from the year 2000 when the process was initiated to when 
implementation progressed slowly and more features, services and departments were 
included in E-government. Interviewees emphasized that there were many changes in the 
process of implementation. M6 explained that the system was still undergoing continuous 
enhancements, as we had to make it of the topmost quality. This enabled the procedure to 
move slowly, as we were also carrying out trainings and employee empowerment 
evaluations and getting their precious responses earlier and after each step of installation. 
In this way, we could amend our system to suit their environment. However, there were 
numerous pilot systems, and the problems arose when an employee became resistant to 
utilising another system once he was done with one of them. Another difficulty we 
encountered had to do with the fact that several departments were careful in handling, as 
they were non-cooperative and vice versa. In this way, system establishment and 
adoption differed in each department. 
 
M13 further said, that experience is one of the best things that teach us the most. The 
same happened with the implementation team, as its members increased their 
understanding through this experience. In the beginning stages, the implementation 
efficiency was quite slow, but it increased as employees’ resistances softened, which 
required that specific initiatives are taken to encourage them. 
7.8.11 Trust and Security 
The trust and security of employees and users on the new system is very important if the 
system is to be successful. Trust, security and confidentiality are among the most critical 
domains of E-government, and much effort is made to ensure that these attributes are 
inherent in the system.  
 
An interviewee who headed the Human Resources Development emphasized that, during 
a meeting, his boss said the only goal for him as the Organization Development 
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Executive was to develop strategies and initiatives that would enhance the trust of 
employees and give them the assurance that security was up to international standards. 
TM1 claimed, in 2002, that his job functions were merely switches’ and routers’ 
management as a simple network office. Other people were engaged in the maintenance 
of the E-government system and it’s training by a group of highly qualified professionals 
and international trainers that made us learn how to detect undesired actions or other 
disturbances. 
7.8.12 System Design and Interface 
System design and user interfaces are very important to users. This was one of the 
priorities of the E-government implementation team. M2 said that, at the beginning of the 
twenty-first century, nobody could have imagined the cellular phones, fibre optics, up-to-
date Wi-Fi systems, handy laptops and tablets or the swift Internet we are using at the 
present time; nobody could even have afforded it at that time. Therefore, the employees 
in offices were engaged in manual work and there was no Arabic language software, so 
the employees had to be trained for English manuals. In this regard, the employee 
resistance was obvious, as they were not equipped with technological equipment at that 
time and had lower competency skills in English language. This is why there was a need 
to develop a convenient user-interface. 
7.8.13 Complexity of the System 
The complexity of the system can be considered in two ways. Experts refer to complexity 
as the design of the system. Technically, the complexity of a system is a very important 
element in computer design and architecture. Complexity is a back-end term and is not 
usually relevant to end-users. 
 
Interviewees shared mixed opinions on this issue. While technical experts described it as 
technical complexity, others said it is the sophistication of system use. An interviewee, 
who was the deputy head of security management, commended the system complexity 
and referred to it as a complex web of inter-connected sub-systems and an interrelated 
web of shared processes. M11 indicated that this E-government system is highly intricate 
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and can be viewed as an interconnected sub-system network. On the other hand, the 
deputy head described this system as a natural and uncomplicated system. M14 further 
stated that, “The manual system seemed more complex than this one”, as anything could 
be accessed with several clicks and keystrokes. 
7.8.14 Organization Resources 
Organisational resources have to do with the availability of resources, be they material, 
human or time. Various studies have shown that, if organisational resources are lacking, 
the process of implementation becomes very difficult. 
 
There was agreement amongst all the employees that top management was committed 
and provided all the necessary resources for the success of the project. FM3 claimed that 
the statement of non-accessibility of resources is not meaningful, as there was sufficient 
time, as the system began in the year 2000 and its preliminary system rollout commenced 
in 2005. FM1 further stated that expenditure is not too high, as there would have been 
more expenses if the employees had to be sent outside the country for training; instead, 
they were trained in their home environment, and the professionals were called in the 
country. Every resource was made accessible so that this project could flourish. 
7.8.15 System Integration 
The author describes system integration as the process of bringing together the 
component sub-systems and ensuring that they function together as one. Systems 
integration is the process of linking different computing systems and software 
applications together physically or functionally to act as a coordinated whole.  
 
Interviewees responded in praise of how smoothly the system was integrated. M18 
claimed that a consumer could pursue similar procedures of ePay and mPay for thirty 
diversified services without finding any distinction among them. Another interviewee 
said that the system integration went so peacefully and was accomplished so easily that 
the employees would not need any further training even if they were transferred from one 
agency to another.  
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7.9 Chapter Summary 
Table 7.2 shows the number of interviewees who agree with each CSF. 
Table 7.2: Summary of main interviews 
Interviewee comments Number of 
Interviewees 
Who Agree 
General perceptions of E-government 
implementation 
3 
Reasons for E-government implementation 4 
The extent of E-government implementation  8 
Outcomes of a successful implementation of E-
government 
4 
Challenges during the E-government implementation 4 
Top management support 25 
Awareness 9 
Motivate a change culture 3 
Support of organizational structure 3 
Effective communication 3 
Training 3 
Employees’ involvement and employee satisfaction 4 
Employee empowerment 2 
Performance measurement system 3 
Implementation efficiency 2 
Trust and security 1 
System design and interface 1 
Complexity of the system 2 
Organization resources 2 
System integration 1 
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The aim of the qualitative analysis of data and information is to investigate emergent 
themes, patterns, concepts, insights and understandings (Patton, 2002). Qualitative 
analysis requires an analytic framework that is a network of linked concepts and 
classifications if it is to understand an underlying process; that is, it requires knowledge 
of a sequence of events or constructs and how they relate.  
 
This chapter has explored what the senior management and key position holders thought 
about the implementation process, the critical success factors, the barriers and the 
challenges encountered during the process. Information was analysed to show how 
respondents felt about various critical factors and how they impacted the implementation 
process. Personal experiences added genuineness to the analysis and brought about better 
understanding of the process and the difficulties encountered.  
Therefore, Chapter 8 offers an in-depth discussion of the data collected during the 
interviews with the employees. 
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8.0 Chapter Eight: Discussion 
8.1 Introduction 
This chapter takes a critical look at the challenges facing the successful implementation 
of E-government from the perspective of the public. The purpose of a taking a critical 
look at the public perception is to avoid the possibility of failure (Heeks (2008). This 
chapter discusses the general perception of E-government in Dubai. It reviews the 
perceptions of end-users of E-government concepts in Dubai, discussing how they feel 
and what are their view of government initiatives used to implement E-government 
(Moon, 2002). The researcher relies on public perception, since “factors and variables 
identified by researchers can only be relevant in terms of the sense that is attached to 
them by those involved in terms of their purposes” (Salamon, and Storey, 2002: 148).  
 
This chapter critically discusses the cost and benefits of implementing E-government in 
Dubai. It looks at the impact of E-government on all stakeholders including citizens, 
government officials, business owners, other governments and the global community 
(Madichie and Al Athmay, 2013). The researcher shares the view that, the public should 
“act in terms of their own and not an observer’s definition of the situation” (Silverman, 
1970: 37). Research finds that demographic variables such as gender, age, educational 
level, and type of employment influence perceptions in the UAE (Al Athmay, 2015). 
Therefore, for a successful implementation of E-government in Dubai, it is pertinent to 
discuss the perception of the public rather than the researcher.  
8.2  General Perception of E-government Implementation in 
Dubai 
The primary research feedback on the subject has shown that the first response to           
E-government by end-users was based on fear. Users were afraid they would lose their 
jobs, that their data would not be secure and that it would be too complex to use. Users 
were also afraid that change would be difficult to manage and that the projects would fail. 
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8.2.1 Fear of losing jobs 
Interviewees within the government sector, when asked about their response to               
E-government in Dubai, said that they had initially been sceptical about the projects. 
They had a perpetual fear that machines would take over their jobs and they would be left 
jobless. In a cosmopolitan city like Dubai where a majority of nationals are employed in 
the government sector, job security was a huge factor.  
 
The author posits that fear is a universal issue wherever there is change. Some time ago, 
with the advent of computers, accountants feared that their jobs would be replaced by this 
technology (Agimo, 2003). But this was not the case; instead, they found that their jobs 
became easier, as they were facilitated by the implementation of enterprise resource-
planning software. It is human nature to be afraid of change. All the interviewees were at 
first sceptical with regards to the implementation of the new system. The UAE has 
witnessed similar resistance in the past, as the public had a negative perception of and 
fear regarding e-voting adoption (Salem, 2007). One of the best approaches to dealing 
with e-resistance has been identified as knowledge management, which leads to trust 
building (Salem, 2007; Sahraoui, 2007). Thus, the Dubai government needs to be 
cautious here, as knowledge management here does not relate only to codified knowledge 
but also to the tacit dimension of cultural knowledge. If the implementation takes into 
consideration the tacit knowledge of UAE, culture shall facilitate the implementation. 
 
Initially, all the respondents were fearful that the system would force them to learn new 
skills, jeopardise their jobs and make things more difficult for the general populace too. 
This was not, however, the case; instead in most instances, nearly all employees, once 
acclimatised to the change-management process and retrained to work well with the new 
system, were able to play a key role in its implementation and success. The above 
confirms what the technology acceptance model (TAM) suggests about the diffusion of 
technology (Omari, 2013). The explanation of how fear eventually disappears has been 
supported by a research conducted by Mansoori et al. (2016), who finds that the 
technology infra-structure of E-government diffuses across all the government 
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departments based on their compatibility with the values and belief systems of the 
adopters (Mansoori et al., 2016). 
8.2.2 Fear of data security 
Data security also creates fear in the perceptions pre-implementation of an E-government. 
Users (people) are always sceptical of things they do not understand. Most end-users fear 
greatly that their data will be misused. They believe that their data is openly accessible to 
anyone and that employees in government portals can use that data against them (Seifert, 
2003). This is one of the largest impediments to the successful implementation of           
E-government in Dubai.  
 
The Kingdom of Saudi Arabia, where Saudis were found to be highly distrustful of        
E-government initiatives, faced a similar issue. They felt that their data was being 
transmitted through open channels and could easily be misused. Saudis felt that identity 
theft and online hacking would destroy their privacy. In a traditionally Muslim state like 
Saudi Arabia, privacy is taken extremely seriously. Research found that users, who were 
willing to share their credit-card information, considered only e-banking portals in Saudi 
Arabia trustworthy and secure and other private banking details online with relative ease 
due to their deep trust in the online banking system. Such was not the case with Saudi 
government websites. 
 
Security of data is negatively perceived in Gulf countries when it has to do with             
E-government. This is one sector in which the government needs to invest heavily not 
only in terms of securing its IT infrastructure but also in terms of educating the general 
populace about the safety of online systems and otherwise addressing society’s 
insecurities. 
 
In order to minimise the fear of data security, Dubai ought to engage in trust building. 
Trust building here must be approached from all the dimensions of trust: namely, trust as 
a process building, an embedded structure, and/or an emergent social construct (Murphy, 
2006). Particularly, given the stage of E-government implementation in Dubai, one would 
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have to emphasize the socially emergent nature of trust through relationship building 
between the government and the public and then address trust as an embedded structure 
(through established regulations and policy on data use and security across all structures) 
(Murphy, 2006; Neergaard and Ulhøi, 2006). 
8.2.3 Fear of system being too complex 
A number of interviewees shared their fear of the system being too complex to handle. 
Both employees and end-users have an innate fear of change. They are afraid that the 
system will be too complicated for them to handle and that they will find it too hard to 
operate. For this reason, users tend to adhere to traditional methods despite the online 
alternatives provided. The most prominent reason for this insecurity was the lack of 
information and clarity provided to employees and end-users about the system itself.  
 
If these issues are to be addressed, users need to be made part of the process when 
upgrading the system. They need to be involved during all stages of the decision-making 
process (Mansoori et al., 2016). Not only do they need to be thoroughly informed during 
the decision-making process but they also need to be co-opted into the system 
architecture. Four layers can be identified in an implementation of E-government, 
including the following: the access layer, the E-government layer, the e-business layer, 
and the infrastructure layer. Each layer addresses a particular aspect of E-government 
architecture (Zakareya and Zahir, 2005). Elements and dimensions of each layer could be 
targeted and launched in phases, starting with soft pilot schemes restricting the numbers 
of users, then gradually making the system accessible to the general public (Zakareya and 
Zahir, 2005). 
 
Another approach could be to adopt the popular five-stage model of Layne and Lee 
(2001) as a guide. By applying a five-stage model, Dubai would be able to simplify and 
cascade the implementation process, thereby making it less complex for the public. This 
is based on a comprehensive study of E-governments across 16 Arab countries, which 
assesses their respective development stages and E-government service delivery 
capabilities. According to the finding of this study, although UAE leads E-government 
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delivery among all the 16 Arab countries in the Middle East (Chatfield and Alhujran, 
2009), UAE is at a transaction level of sophistication (with e- Dirham a two-way 
transaction system, and Q-tel a “payment transaction system capabilities but the             
E-decision making and e-democracy is still underdeveloped) (Chatfield and Alhujran, 
2009; Mansoori et al., 2016). Using the above as a guide, Dubai could implement on a 
stage-by-stage basis according to the needs of the citizenry, thereby limiting the 
complexity levels. 
8.3  Reasons for E-government Implementation 
Dubai, unlike other UAE states, is no longer a producer of oil. Sheikh Maktoum’s vision 
for Dubai is that an oil-based economy is no longer a valid long-term solution for the 
country. In a bid to shift away from an oil-based economy, the Sheikh has focused on 
tourism, travel and commerce. Dubai has one of the fastest-developing real-estate 
businesses in the world; tall skyscrapers and its location in the centre of the world make it 
the ideal hub for international trade and a perfect stop-over destination for trans-Atlantic 
flights (UAE Ministry of Economy, 2008). 
  
This also makes Dubai the ideal headquarters for multi-national corporations and a 
perfect meeting point for international businessmen. To become a service-based 
economy, Dubai needs to provide top-of-the-range luxury services in all spheres of life. 
Five-star hotels, international shopping malls and six-lane motorways are all indicators of 
the state’s bid for modernisation. While the state is updating its infrastructure, it also 
needs to bring its government system up to international standards (Zakareya and Zahir, 
2005). A free-flowing system, which provides maximum ease, efficiency, high customer 
services and timely and hassle-free services through online channels, is the best way to 
provide a lucrative business environment moving forward.  
 
The major reasons why Dubai should work towards creating an E-government system 
include the following: 
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8.3.1 Improved efficiency 
International businesses are evolving; thus, individuals require high-speed and high-end 
services. There is a need to shift from legacy systems to newer, faster and more efficient 
systems, which can keep pace with the changing needs of E-government and with 
customer satisfaction. As more expatriates move into the country, there is a requirement 
to regulate the influx of human capital and money moving into the country. The 
exponential pace at which this influx occurs cannot be attended to manually and/or 
through legacy systems (Montanari and Bottani, 2015). The sheer volume of work visas, 
which require processing annually, is becoming too large to handle by traditional 
methods.  
 
Furthermore, what makes an E-government system even more crucial is the need for 
using best industry practices and enforcing standard operation procedures. If the system is 
to keep pace with the demands of customers, it must be geared to work in the most 
efficient way possible. There is a need to maximise efficiency through minimizing the 
waste of human time and effort. There is a requirement to eliminate redundant work 
processes and thus make the system “lean”. 
8.3.2 Implementation of Policy decisions 
Top-level policy decisions are easier to execute when there is a computerised system. 
This ensures that work policies, procedures and protocols are duly followed. The Dubai 
royal family wanted to transform the city into a global economic hub, and their plans 
were highly ambitious. The implementation of these plans required a well-trained and 
well-organised government body and workforce.  
 
However, the creation of such a workforce does not happen swiftly. It is an evolutionary 
process, which requires years of training and increased understanding and political 
consciousness of workers. This process can be hastened through the concept of              
E-government, as all workers and customers follow the same. Such systems also 
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encourage research into track records and evolvements based on past experience and trial 
and error. (UNPAN, 2015) 
8.3.3 Citizen focused with Citizen Involvement 
Dubai is a monarchy. As such, there is little to no involvement of the people in 
government decision-making and policies. Empirical evidence shows that e-decision 
making and e-democracy are underdeveloped in the UAE (Chatfield and Alhujran, 2009; 
Mansoori et al., 2016). There are limited channels in which the general public can raise 
their opinions on issues that concern their governance and wellbeing (Chatfield and 
Alhujran, 2009). E-government offers a platform for positive and negative feedback from 
end customers. Here, citizens can present their grievances, which allow them to feel 
involved in the government’s decision-making process. A stable political environment is 
vital to economic progress, and the best way to maintain political stability is to keep the 
populous content—perhaps through G2C E-government platforms (Awan, 2008). 
 
The best way to ensure public approval is to have checks and balances in the system. Not 
only this, but providing convenience and ease of access to government information about 
policy issues allows citizens to work within the framework of the political system and 
make good use of the resources available to them. 
8.4 The Extent of E-government Implementation 
During the commencement of E-government in 2000, Dubai aimed at reaching out to 
70% of its population over a period of five years. Different committees conducted 
studies, audits and strategic benchmarking of various government services to identify 
problems within the existing system and offer potential enhancements. E-government 
systems already running in countries like the U.S., Britain, Malaysia, Saudi Arabia and 
Jordan were analysed during the development of the E-government model for Dubai. The 
comparative analysis showed that there is no “one size fits all” and that Dubai would 
require a highly tailored system of E-government due to its population composition. 
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Hence, the seasonal variations in tourists and the number of foreigners working within 
the country are relevant (Al-Zaabi, Choudrie, and Lebcir, 2012). 
 
The initial benchmark KPI set for the government was the abandonment of up to 50% of 
the legacy systems that were paperwork-intensive and the provision of E-government 
services of some kind by all departments of government. There was a rapid increase in 
services, and a huge amount of investment meant that, by early 2005, Dubai was offering 
over 1900 online services via 20 different departments. The total size of the services and 
governmental departments, which were being shifted from paper to electronic systems, 
meant that a centralised operation was not viable. So the Dubai government opted for a 
hybrid system. With a number of common information denominators provided for 
through the GIN service, other services were provided by specific departments 
themselves, and each department had its own system of E-government in place with all 
these systems linked to the GIN. 
 
The initial target was set at providing 70% of government services online by 2005, which 
was attained when more than 1600 of the 1900+ services migrated to online channels, 
resulting in an overwhelming 81% e-enablement ratio. During the formative years of     
E-government in Dubai, government departments focused on e-services enablement, with 
E-government focusing on creating e-tools to be implemented across all government 
departments. The main focus of these steps was the improvement of service quality, the 
maximum adoption of e-services by citizens and the nationwide acceptance of the          
E-government vision provided by Sheikh Maktoum (UAE Ministry of Economy, 2008). 
8.5  Outcome of Successful E-government 
Dubai is a regional leader when it comes to E-government; it has one of the best             
E-government systems in the Middle East and is a model for the world. It is indeed 
promising in terms of system acceptance. Compared to other countries like Saudi Arabia, 
its virtualisation of the Iqama system and new laws on the subject have failed. The         
E-government in Dubai is multi-lingual and able to interact with citizens in their native 
tongues, and it serves the entire population. 
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The Dubai government has one of the best IT security systems in place for its online ePay 
and mPay systems, which are widely adopted and used by citizens. The government also 
has an AskDubai system where, through E-government, citizens can engage with 
department officials 24/7 via telephone, email, chat and fax. Due to its convenience and 
ease of use, this system allows citizens to become updated with the latest government 
policies and receive the maximum benefits (Colesca, 2015). 
 
Businessmen have also benefited greatly from the system of E-government, as accurate 
statistical data is available online via the Department of Economic Development, which 
provides businesses with critical information which allows them to make precise, 
accurate business decisions with minimum risk. 
 
There are two key aspects of E-government: the costs and benefits associated with the 
functioning of government bodies through online systems. The second measure of 
success for E-government is the ease of access and convenience provided to the country’s 
citizens via the system. The largest positive outcome for both government and citizens is 
their empowerment on a national level. The public sector now has a deeper understanding 
of people’s perceptions of various services and policy decisions, and the Internet provides 
a great outlet for people’s opinions and comments on the subject of E-government. 
 
 The awareness of civil servants regarding the needs of citizens has increased through the 
inception of E-government. While its neighbouring countries were caught in political 
turmoil and unrest, Dubai only “vaguely” felt the effects of the Arab Spring. This can be 
greatly attributed to E-government, as the closure of the gap between rulers and ruled in 
Dubai has kept the population content. The constant outlet for venting frustrations and the 
continual evolution of the system of government on the basis of feedback from citizens 
means that the Dubai government is most concerned about its people.  
 
The results of a content population will pervade the system, as there evolves a deep level 
of trust between government and citizens, with the social contract between the two parties 
being one that is honoured by both (Colesca, 2015). The true benefits of E-government 
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are impossible to measure quantitatively, as the system of E-government causes a filter 
effect. However, the salient features of a positive E-government system include a content 
population, a decrease in frustration and social disconnect of citizens, ease of access to 
justice and social services, a platform for the sharing of knowledge and information, and 
a continually evolving and improving system which aims to provide the maximum 
efficiency and ease of service. 
8.6 Challenges/Barriers to E-government Implementation 
Implementation of E-government often faces obstacles and barriers including G2C, G2B, 
or even G2G (Awan, 2008). To overcome such barriers, Dubai must adopt strategic 
management, which entails establishing a coherence of visions, objectives 
implementation experiments, and cycles of learning and adaptation (Kemp et al., 2007; 
Sahraoui, 2007) such that every cycle of implementation provides the opportunity to learn 
and adapt, thereby minimising risks of catastrophic failure and conflicts (Kemp et al., 
2007; Sahraoui, 2007). This also provides the opportunity for all the agencies involved in 
the process of implementation to learn and share common approaches to the 
implementation (Kemp et al., 2007; Sahraoui, 2007). Taking the above approach into 
consideration, the researcher examines some of the identified barriers and perceptions in 
the subsequent sections. 
 
The greatest barriers to E-government are psychological in nature. These barriers have to 
do with adaptation to a new system, which is change management. The greatest issue 
faced by E-government in Dubai was the attitude of stakeholders, which was that the 
project would not work. However, over time and through good management, this problem 
has been overcome. 
 
Another challenge was the fear held by the employees that, through the implementation 
of E-government, their jobs would be taken over by computers. Again, employees felt 
that they were not going to perform well using the new system, and this made the 
stakeholders resistant to change. While younger employees were more willing to adapt 
the local method that were not keen to accept the new system, proper training of all 
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employees and management taking them into their confidence about the new system 
helped them to co-operate with the change-management process and allowed for 
successful transformations (Lam, 2005). 
 
Technological challenges also affected E-government in Dubai. When E-government was 
launched in Dubai (in 2000), the average mailbox size was 1MB; there was no Facebook, 
Twitter or other social media, and many of the systems being put into place were legacy 
systems, which focused on hardware. The procurement, installation and upkeep of 
hardware provided for government organizations faced some administrative challenges.  
This, however, was smoothed over by the increase in technological advancements.  
 
The advent of cloud computing and the development of file sharing servers like rack 
space and Microsoft SharePoint meant that governments could, at a nominal charge, 
acquire unlimited storage space for their filing systems and document collaboration and 
archiving. The advent of the Cloud not only eliminated the issue of hardware upkeep and 
maintenance, but it also allowed for accessibility to data anywhere and a guaranteed an 
uptime of 100%. It is possible for Dubai to develop a virtual collaborative relationship on 
a Cloud-based system, thereby encouraging (technological, social, and political) trust. 
Studies have shown that virtual collaborative relationships (VCR) enhance performance, 
encouraging E-government and interpersonal trust (Paul and McDaniel, 2004; Kim and 
Lee, 2012).  
 
Organization resources refers to the availability of the resources, be they material 
resources, human resources or time. All of these resources must be available in a timely 
fashion for successful implementation of E-government. There are many studies 
indicating that, if organisational resources are lacking, the process of implementation 
becomes very challenging and difficult. The results of this study indicate that respondents 
do not consider the timely availability of resources very important to successful 
implementation; the majority of users have refuted the claim that timely availability has 
any impact, and nearly half have remained neutral. None of the respondents have agreed 
to this statement: that timely availability of resources is critical. 
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The results of the study also indicate that the respondents believe that the Dubai Smart 
Government Department lacked the technical resources required. Very few survey 
respondents agreed with the opinion that the Dubai Smart Government Department has 
adequate resources to ensure successful E-government implementation. This could be 
because there was very little in-house capacity to implement such a large project, such 
that many technical experts and subject-matter experts had to be called in from other 
countries or new employees with the necessary skills were employed specifically for the 
task.  
 
System design and user interface include ease of navigation and working with the new 
system; the design elements are required to consider the users’ needs under traditional 
systems, and the system must be designed such that results can be shared and used by 
other systems as well. The focus here is human- and context-centred design, referred to 
elsewhere as a “socio-technical transition management” (Kemp et al., 2007). The simple 
and user-friendly (human and context centred) (Kemp et al., 2007) developed based on 
the principles of Natural Language Processing and make the use of the system more 
natural are definitely helpful for successful implementation, whilst difficult and complex 
designs and interfaces requiring more time or which are more complex than manual, or 
the more traditional ways of doing things, or complex integration mechanisms with sub-
systems do not facilitate or help in successful implementation. 
 
The results of the study indicate that great emphasis was placed on making the simple 
design and user interface easy to use and hassle-free. The majority of the respondents 
indicated that the system design and user interface are user-friendly and facilitate 
integration and communication with other systems. The respondents of the study showed 
that there is an extremely positive environment and sentiments when it came to 
motivating and stimulating a culture of change. The results were fairly positive, reflecting 
the reason for successful implementation of E-government. 
 
All 450 respondents agreed that, due to rapid changes in technologies, some of the 
functions or even the entire system had to be re-started from ground zero. This re-work 
was a major challenge and required a lot of time and resources. The process of               
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E-government implementation was more than a decade long; hence, many technologies 
were totally new, some could be incorporated with APIs and other protocol management, 
and some required a complete re-do. 
 
E-government systems are not stand-alone, isolated systems; they need to communicate 
and share information with other departments. Hence, the collaboration and cooperation 
of other departments is very important. Many departments of the Dubai Smart 
Government initiated their own systems to convert the manual systems into automated 
systems. And there was an issue: Other systems or agencies would not validate or accept 
the E-government applications of one department. 
 
Another issue or barrier was encountered in the reliance on foreign technology. UAE is 
quite well-versed in the use of technology, but the development of new technologies is 
neither its forte nor its domain. Throughout the implementation process, the reliance on 
foreign technology served as an important barrier, and the majority of survey respondents 
agreed that reliance and dependency on foreign technology served as an important barrier 
during the implementation process. The reasons were that things or technologies which 
are not home-grown but are imported, would, in the case of any error or trouble situation, 
require experts from abroad to be hired, thereby increasing the budget and having an 
impact on the time required. 
  
The other issue is that, when foreign technology is acquired, there are many terms and 
conditions, which need to be met; these can also impact the implementation process. 
Having a clear roadmap is very important on any journey or process; unfortunately, the 
roadmap for E-government implementation was very ambiguous and vague. Although 
there was eventually a vision, which was very clear regarding how to reach and 
accomplish the implementation, that vision was not clear during the initial phases. It is 
very important for any business venture to have very clear goals and vision. Without 
clarity of direction, it is very difficult to proceed in the right direction. The results of the 
survey show that there was immense clarity and great strategic depth in the planning 
which was done before going into the E-government projects; however, there was a slight 
lag in the execution of those plans which might become a risk factor in future 
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endeavours. Flexibility is important when dealing with a change situation; when 
discussing flexibility during interviews, more depth and meaning relative to the neutral 
opinion was uncovered.  
 
Throughout the decade-long process, there was sometimes strong rigidity; at other times 
there was much flexibility. Another reason is that most people were specially hired and 
hence were unaware of the previous way of working. They took their time to adjust; 
hence, they overlooked the rigidity or flexibility issue of the current E-government 
system. 
 
Security is one of the most important aspects of E-government, especially e-transactions. 
People are afraid to share their personal information or financial information over the 
Internet. This can at times pose a real challenge when users refuse using a service over 
fears of information or financial theft. This fear was not presented during the                  
E-government implementation at the Department of Dubai Smart Government, since they 
had taken extreme measures to ensure full safety and confidentiality.  
 
Budgetary issues are important, especially when the scale of the project is very large. 
Massive investment was needed on all fronts, from marketing to human capital and 
purchase of equipment. As there was always the support of top management, there was 
no real problem of a tight budget. During the implementation process, the Dubai Smart 
Government Department also faced a mega-financial crisis, which impacted almost all 
projects that required government funding.  
 
Justification of the expense of any project is very important; the results and uses must be 
visible and tangible and the worth of the project must be reasonable. The process of 
implementation was capital-intensive, but all the costs of implementation were well 
justified. All respondents denied that there were any unnecessary or unjustifiable costs 
related to implementation. 
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8.7 Discussion of Critical Success Factors in E-government 
Implementation 
8.7.1 Management Support 
Zairi and Alshawi (2006) reviewed the literature on CSFs, drawing on the distinction 
between generic (general) and specific (context-contingent) factors. This study 
corroborates their findings in the context of Dubai E-government implementation. Thus, 
E-government encompasses social inclusivity, organicism, and community centrality 
(Sahrouni, 2007). 
  
The greatest driving attribute for success, to which all interviewees attested, was the 
support of top management. Some interviewees emphasized the era of the 2007-2008 
financial meltdown, when many projects were suspended and funding of others was 
reduced, but the E-government project continued to receive full government backing and 
funding. 
 
The top management and the political leadership had a clear-cut vision and were the 
driving force behind the successful implementation of the E-government in the Dubai 
Smart Government Department. Since its inception and the planning phase of the 
system’s development to-date, there has been constant and unflinching support, not only 
from the political leadership but also from all high-level bureaucrats. The leadership and 
the top management have ensured that the Dubai Smart Government Department has 
always been equipped with all the tools required for successful implementation of          
E-government. 
8.7.2 Public Awareness and Adoption 
Zakareya and Zahir (2005) find that public awareness of barriers during implementation 
could lead to reduce confusion surrounding E-government infrastructure. They identify 
perceived barriers, which could complicate implementation. In support of the above, a 
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study finds that information quality leads to the improvement of E-government 
performance and benefits (Alenezi et al.,2015). This enables the government to set a 
strategic action plan, identifying key elements and stages in the implementation process 
(Zakareya and Zahir, 2005). Thus, investment in public awareness guides the 
implementation.  
 
Dubai, through superior planning and good public awareness, has been able to have the 
system adopted on a wide scale. While countries like Saudi Arabia have failed in their 
implementation of E-government systems due to poor adoption by users, the Dubai Smart 
Government Department has been very successful in this regard. Apart from simply 
creating awareness about the systems, another challenge was removing any 
misconceptions and ambiguities regarding the E-government system.  
 
UAE still requires all its pre-paid mobile phone users to enter their work permit or 
national identification number before re-charging their phones with credit. There is a 
need for such a strict system in the country due to the rampant abuse of mobile phones for 
purposes of crime, terrorism and illegal immigrants. Such a harsh and inconvenient 
policy was necessary at the time due to poor government planning and a lack of public 
empowerment in the online registration of migrant workers. This stemmed from the 
running of legacy systems in parallel with new online E-government systems. Much like 
ripping off a bandage, their needs to be a cut-off date at which legacy systems cease 
operating and at which the new system comes into full function. 
 
As long as old systems are running side by side, citizens will always be hesitant to adopt 
new ones. For this reason, the Dubai Smart Government Department began mass 
awareness campaigns at the very onset of their E-government systems.  
 
There were awareness campaigns to create awareness among the citizens and to generate 
awareness amongst employees to ensure acceptance of the system. Through the use of 
newsletters, special training programs, online support, detailed emails, printed manuals 
and surveys, employees and the general population were educated on the use of the new 
system to increase familiarity and acceptance of the system. 
  197 
The system was incorporated in small, gradual steps and, instead of being rigid, the 
systems were fluid and ever-evolving to ensure that, once they are completely up and 
running, they are normalised and optimized for efficiency and ease of use. The Dubai 
Smart Government Department offers training, awareness and other supportive measures 
to this end: to help all involved parties fully understand the aims, objectives and benefits 
of the system. 
 
Community outreach and awareness programmes such as those of the Dubai Smart 
Government Department, which rewarded groups of heavy online transaction users are a 
great way to help people accept the new systems. Nonetheless, community outreach and 
awareness, though they play a major role, are not enough for the incorporation of           
E-government systems into the lives of the public. Computer literacy is a pivotal factor in 
the potential success or failure of these systems. The Dubai Smart Government 
Department has worked hard with its e4all initiatives to increase the use of computer 
systems. The availability of Wi-Fi throughout the city state, and the cheap prices and easy 
availability of electronic goods has also contributed greatly in this regard. 
8.7.3 Trust, Structural Support, Training and Employee Involvement 
Implementation of E-government requires greater collaboration with public-sector 
agencies (Salem and Jarrar, 2009). Studies have shown that UAE is in a competitive 
mode but is distant from the collaborative mode in which emphasis is placed on 
developing “political trust”, “technological trust” and “social trust” (Salem and Jarrar, 
2009). The goal here is to ensure that technological, social, and political trust develops in 
a virtual space. However, field studies have demonstrated that VCR enhances 
interpersonal trust (Paul and McDaniel, 2004).  
 
The trust and security of employees and the users on the newly changed system are very 
important if it is to be successful. Trust and security, privacy and confidentiality are some 
of the most critical issues of E-government, and much time and effort is spent ensuring 
that these attributes are present in the system. Apart from the trust and security of the 
system, the trust and security of employees is also important to ensuring the successful 
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implementation of E-government. Many scholars have assigned a high level of 
significance to this attribute (Welch et al., 2005; Salem and Jarrar, 2009).  
 
The results of this study indicate that the majority of the employees had trust and felt that 
the system was completely secure; but there were many who had mixed feelings and 
expressed a neutral opinion. The key to understanding how one interprets a neutral 
opinion is important yet challenging. A neutral opinion might represent a respondent’s 
reservations to express a true opinion or it may indicate either a lack of confidence or 
certainty or simply reveal a lack of knowledge regarding system security. 
 
It is very important for the implementation team to have a good understanding of 
responsibilities and ownership if it is to help achieve a much-improved implementation of   
E-government. Organisational culture starting from top tier political leadership and 
management down to the mid-level employees needs to be supportive of change and must 
have a positive attitude towards the adoption of E-government.  
 
There needs to be good communication between management and employees and clear, 
well-defined objectives and a thorough roadmap for the assimilation of all members into 
the new system. To this end, technical trainings, team meetings and an informal 
hierarchy, which is supportive of the steps required to change, are factors, which are very 
pivotal for success (Gilding and Critchley, 2003). 
 
Training ensures that employees are technically and mentally equipped to handle change. 
They have available to them the essential skills, knowledge and abilities to do the job 
required. To this end, a gap analysis of where the employees of a certain department 
currently stand and the level of technical proficiency to which they need to be brought are 
most beneficial. A gap analysis allows management to fully understand the needs of their 
employees and allows them to plan out training and induction programs in a manner, 
which maximizes employee empowerment. Employees who require extra skills or 
training need to be given a proper education to allow them to come up to speed with the 
new system. Similarly, employees who are intrinsically motivated and wish to enhance 
their level of understanding and involvement in the system cannot be neglected; they too 
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need to be given the proper training and learning opportunities to maximise their 
efficiency and understanding of the system. In view of the above, the finding of this 
research corroborates the extant literature, which links citizen satisfaction and trust in the 
process of E-government implementation in the public sector (Welch et al., 2005; 
Neegaard and Ulhoi, 2006). 
8.8 Conceptual Roadmap for Successful E-government 
Implementation 
8.8.1 Planning 
All good programs and projects start with a clear end in mind. A previous study in the 
UAE develops a roadmap for E-government with less efficiency (Bin Touq, 2015). This 
study intends to improve with a systematic approach instead of spontaneously (Bin Touq, 
2015). The first step towards the creation of a successful E-government implementation is 
to bring clarity to the subject of “requirements” for the system. Both plan and system 
requirements need to be demarcated in great detail. For this purpose, extensive research 
of the existing system and feedback from both end-users and employees who are using 
the legacy system must be assembled.  
 
Once a clear vision and plan have been marked out, the change-management process can 
begin. Good planning and solid ground work before a project will help with deploying the 
system and bringing employees on board. 
 
See the first phase of implementation illustrated in Figure 8.1: 
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Figure 8.1: Phase 1 of Implementation 
8.8.2 System Design and Integration 
Many studies in the literature have shown that one of the key determinants leading to     
E-government failure is always a “design” which mismatches the realities of specific 
public agencies and the socio-technical realities (Heeks, 2005). The design of the           
E-government took contextual issues such as political harmony and culture of the public 
agencies in Dubai into consideration (Heeks, 2005). The system design and integration of 
the E-government implementation is based on the literature and case analysis, which 
suggest that “the greater the distance between system design and agency reality, the 
greater the likelihood of system failure. Conversely, the smaller the design-reality gap, 
the greater the chance of success (Heeks, 2005: 9). 
 
Using the above notions of system design, the implementation plan for Dubai                 
E-government approaches the system design, mixing the “hard” functionality and “soft” 
culture. In so doing, a hybrid of the user interface of the system and its functionality are 
mixed in design with political harmony to ensure successful implementation (Heeks, 
2005). A hybrid approach works best in the public-sector implementation of                   
E-government in this case (Heeks, 2005; Sahraoui, 2007). Unlike e-business,                  
E-government is about the objectives in a public sector are broader and holistic 
encompassing the roles of citizens and compilers. Perceived stakeholder accountabilities 
are more stringent, and the politicisation of the processes is greater (Heeks, 2005; 
Sahraoui, 2007).  
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It needs to be designed with its database structured in a fashion, which makes the system 
scalable. The backend needs to be integral with the GIN while at the same time able to 
function as a whole. Ideally, the system needs to be a fully functional stand-alone which 
is part of a larger network. It needs to be highly scalable to meet the needs of tomorrow. 
The system needs to be a sub-system that can be linked together with different computing 
systems and software, both physically and functionally, to allow the E-government 
process to run as a coordinated whole. 
 
See the second phase of implementation illustrated in Figure 8.2: 
 
Figure 8.2: Phase 2 of Implementation 
8.8.3 Change Management and System Adoption 
Once the system is completed and ready to be put into action, there is a need to educate 
and train not only the organisation’s employees but also the end-users regarding the use 
of the system. Employees can naturally be expected to show resistance to adopting the 
system; to this end, a gap analysis, which measures the difference between employees’ 
current skills and abilities against what is required to handle the system, must be 
performed (Willen, et al., 2014). 
 
Based on the results of the gap analysis, employees require training and educating on the 
system in a manner, which brings their skills up to par with the needs of the system. A 
good way to do this is to categorize employees with regards to their knowledge gaps; 
users with smaller skill gaps need to be made team leaders and trained at a higher level of 
understanding, thus allowing them to become power users of the system who can lead by 
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example. At the other end of the spectrum, employees with the largest skill gaps need to 
be given more extensive training and eased slowly into the use of the new system. All 
users, however, need to be brought up to a certain standard of skill, which allows them to 
basically get around the system. 
 
Once users of the system have been brought on board with the system awareness, 
campaigns need to be run to familiarise citizens with the system. Citizen reservations 
about security and ease of use, and misguided beliefs about being tracked by the 
government (inculcating the Orwellian beliefs of “Big Brother always watching”) need to 
be dispelled. Community activities, promotions through mass media, and above-the-line 
and below-the-line campaigns are necessary to promote the system with the citizenship 
and core-user base of the system. Ideally, a transition period needs to be established 
which demarcates the “cut-off” that is, when all users (both employees and citizens) will 
be shifted from the legacy system to the new one. The date of this event needs to be 
repeatedly publicised and announced so as to indoctrinate the new system into the users 
both consciously and subconsciously. 
 
In support of the above findings, Mansoori et al. (2016) find that TAM is a useful tool to 
guide the change-management processes. Technology should be compatible with the 
values and belief system of the adopters (Mansoori et al., 2016). There is high level of 
mismatch with respect to where and when cultural context and language barriers have 
been embedded into the structure of the change-management system during                    
E-government implementation (Zhao et al., 2012). 
 
See the third phase of implementation illustrated in Figure 8.3: 
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Figure 8.3: Phase 3 of Implementation 
8.9 Chapter Summary 
Though previous chapters discussed the same topics in terms of E-government, this 
chapter has taken a more holistic approach to the subject. The issues discussed in this 
chapter have been linked to theory of E-government. Thus, discussion of the data takes 
place within the grounding of “extant” E-government theories, and in the context of 
Dubai’s E-government implementation, leading to “theoretical elaboration” (Strauss and 
Corbin, 1990). This chapter presents discursive regimes of truth in regards to                  
E-government implementation in Dubai. It has also theoretically elaborated our 
understanding based on the public perception of E-government in Dubai, the fears and 
barriers to progress, and successful E-government systems being brought into play. The 
theoretical perspective elaborated here contribute by integrating “human centred design” 
with “context centred design”, taking into consideration the “socio-technical” aspects of 
E-government implementation in Dubai (Kemp et al., 2007; Chatfield and Alhujran, 
2009). 
 
The study led to the discovery of a number of factors, which critically determine success. 
These factors, when synthesized with data found from secondary research via literature 
Popula
rization
	of	syst
em	 Mass	Media	Campaign	Increasing	User	Trust	
Ease	of	Access	
	Ease	of	Use	
Positive	Rate	of	Return	on	Investment	
  204 
review, offered up a framework for successful implementation of E-government projects. 
The outline of a roadmap for such a project is given in this section of the thesis. 
A cost-benefit analysis of why E-government should be used and the benefits it brings 
along with it were discussed in detail. The penetration of E-government in the Dubai 
context and the level of success that Dubai has had in bringing into place a system of     
E-government were also discussed.  
 
Lastly, key influential factors determining the success or failure of any E-government 
project were examined, and suggestions were offered regarding how these factors could 
be influenced so as to produce positive outcomes. After an intense discussion of the 
theory of E-government in the Dubai context, a brief contextual roadmap was offered for 
the successful implementation of E-government in Dubai. 
Chapter 9 provides the concluding remarks for this research. The chapter also offers 
recommendations for the effective implementation of E-government projects within the 
UAE. 
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9.0 Chapter Nine: Conclusion and Recommendations 
9.1 Introduction: Contextual background and Primary 
Research Questions  
UAE was the first Arabian country to introduce e-Dirham, a two-way transaction system, 
and Q-tel, a “payment transaction system”; thus, UAE emerged as the most capable 
Arabian country in these regards (Chatfield and Alhujran, 2009). The government 
invested in E-government infra-structure on the assumption that E-government would cut 
red tape, reduce government costs, improve efficiency, enable better service provision 
and facilitate participatory governance and greater engagement with citizens (Salem, 
2009). Unfortunately, the realisations of these outcomes have either been slow, 
misconstrued, or at best contentious (Salem, 2009; Sahraoui, 2007). Thus, this study 
focuses on how to investigate the current situation of E-government in UAE. 
 
-To identifying the critical success factors for successful implementation of                    
E-government in UAE public sector with specific reference to Government employee 
users? 
 
By addressing the above, this research responds to numerous calls from E-government 
scholars with regards to the variability of design and implementation: i.e., the gaps of    
E-government solutions in the context of Dubai. The extant literature on E-government 
implementation is characterized by fragmentation and a lack of conceptual clarity. For 
example, while some scholars argue that Dubai and Abu Dhabi are leading E-government 
models in the Middle East, other scholars suggest that the extent of e-participation and 
inclusion is declining—especially in the G2B dimension (Awan, 2008; Carrizales et al., 
2006; Holzer and Kim, 2006; Sahraoui, 2007).  
 
This study narrows down the fragmentation gap in the literature on E-government 
implementation and variability of outcomes in the UAE (Al-Zaabi, Choudrie, and Lebcir, 
2012). There is limited empirical evidence available to address the effectiveness of        
E-government implementation in the UAE, especially in the public sector (Chatfield and 
Alhujran, 2009).  
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9.2 General Overview 
To address the above, in the introductory chapters, the study critically reviewed a range 
of definitions, leading to the synthesised operational definition of E-government used 
throughout. Unlike other definitions, the operational definition here takes into 
consideration both human and context-centred design of E-government solutions (Kemp 
et al., 2007). This is vital, as it enables the researcher to approach the study from an 
eclectic view encompassing the identification of social, political, cultural, and 
organisational barriers, which could inhibit the implementation, processes in Dubai. 
 
The literature review examined the various barriers to successful E-government 
implementations that other researchers had found. Some interesting gaps have been 
identified in the literature, including a lack of sufficient empirical evidence on                
e-democracy, political participation, and e-decision making within the context of UAE  
E-government implementation (Layne and Lee, 2001; Moon, 2002; Chatfield and 
Alhujran, 2009).  
 
Through the literature review, and leading to the development of a conceptual 
framework, the study identified and integrated features facilitating the practical 
implementation of strategies to reverse the declining trend of E-government in the UAE 
(Carrizales et al., 2006; Holzer and Kim, 2006).  
 
The study uses methodological triangulation (mixed method, drawing parallels from both 
qualitative and quantitative sources) (Saunders et al., 2009). Qualitative analysis from 
interview data complemented the high level of abstraction obtained from the quantitative 
analysis using SPSS.  
 
In an exploratory phase, this research explored and examined the state of E-government 
in the UAE. This enabled the researcher to generate knowledge and understanding of     
E-government in the UAE. At the confirmatory stage, the research confirms the 
implement ability of E-government in UAE, taking CSFs and social, economic, cultural, 
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and technological barriers into consideration (Cresswell, 2009). Please see chapters 6 and 
7 for the detailed results of the quantitative and qualitative analyses, respectively.  
 
Please see Figure 9.1, which illustrates a visual summary of the research development in 
stages. 
Summary of the Stages in the Research Development  
 
Figure 9.1: Stages of Research and Development of Model 
Chapter 8 presents an interesting discussion of results and some of the following insights. 
In summary, the discussion of the results has been corroborated in the extant literature, 
thereby suggesting that “the greater the distance between system design and agency 
reality, the greater the likelihood of system failure. Conversely, the smaller the design-
reality gap, the greater the chance of success” (Heeks, 2005: 9).  
 
Inspired by the extent literature, and bolstered by the study findings, we have developed a 
conceptual roadmap for successful E-government implementation. This roadmap is 
Theoretical	Study	
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Primary	Study	
Survey	Interviews	
Analysis	of	
findings	
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Feedback	from	interviews	
Synmanuscript	of	literature	and	key	primary	findings	in	discussion	
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conceptual	
roadmap	Indentification	of	phases	in																E-government	projects	
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intended to support Dubai E-government practitioners in the implementation of the        
E-government, but it is also a contribution to knowledge regarding variations in 
implementation outcomes. The roadmap developed in this study covers three areas: 
namely, management support, cultural change, and system design. This acknowledges 
that a careful plan in these three key areas may lead to successful implementation of      
E-government in Dubai. 
9.3 Meeting the Aims, Objectives and Questions of the Thesis 
To achieve the aims and objectives of this thesis, five critical research questions were 
formulated. The way these questions were addressed is summarised below: 
 
• Question 1: What are the critical success factors that determine the outcome of an  
E-government project? 
Based on the literature review, a number of E-government implementation 
success factors were identified and then later analysed through surveys and 
interviews via primary research. Chapter 8 presents a discussion and synthesizes 
literature and empirical findings on the subject to give a clear description of the 
factors that determine success. 
 
• Question 2: What are the best criteria to measure a successful E-government 
implementation? 
 
The literature review illustrated the various measures, which defined the relative 
success or failure of an E-government project. These variables were then tested 
with reference to the available empirical data. The results show that good 
performance-management systems with proper protocols for measurement and 
benchmarking are the ideal way to determine whether a project is successful or 
not. The next factor, which could be used to judge success per the research 
findings of this thesis, is the level of public awareness, trust and adoption of the 
system. Lastly, the level of employee involvement in the project and the degree 
  209 
of employee empowerment within the E-government system can also be used to 
determine the level of success of a project.  
 
• Question 3: What are the major barriers to the successful implementation of            
E-government projects? 
 
Based on the literature review, a number of barriers to successful E-government 
project implementation were identified. The factors identified from available 
literature were processed, as discussed in the research methodology section, to 
produce a model of dependent and independent variables that hinder project 
success. The statistical model generated was then tested vis-a-vis empirical data 
from the survey and analysed qualitatively via the interviews conducted. The 
results of both the empirical findings and literature review were then 
summarised as part of the discussion and confirmed as factors which played a 
role in hindering implementation. They were also used in the formulation of a 
conceptual roadmap for the” ideal” deployment of an E-government project. 
 
• Question 4: What key factors affect the implementation of an E-government project 
in UAE? 
 
Based on his qualitative and quantitative analysis of empirical data, the 
researcher was able to first (via literature review) find a number of factors, 
which affect successful implementation. These factors were then tested for 
validity in the UAE context via analysis of surveyed employees of the Dubai 
Smart Government Department. Various hypotheses were put forward in 
accordance with the literature. Of the fifteen postulates (founded by literature 
review), only eleven were seen to be statistically relevant in the UAE. Network 
security and trust issues were determined not to be very important in the UAE 
context. Similarly, implementation effectiveness was also not a large key factor 
in the UAE context. A further aspect found as a result of the study is that top 
management support was the most important and influential factor in the UAE; 
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it is followed closely by training and a culture supportive of change and 
advancement. 
 
• Question 5: What is the ideal roadmap for the successful implementation of             
E-government in UAE? 
 
Based on the findings from the qualitative and quantitative analyses, this 
research identified the critical success factors for an E-government 
implementation. The discussion section of this thesis allowed the researcher to 
use the findings in previous chapters to come up with a three-stage plan for      
E-government project implementation. The plan, as per the findings, was 
designed in such a manner as to comprehensively address the potential concerns 
which might be found in all stages of implementation: the planning stage, the 
deployment stage, and the post-deployment stage. This research settled on three 
elements, including planning for management support, cultural change, and 
system design. 
9.4 Key Findings  
The research outcome concluded with the following key findings: 
• Finding One: A review of literature available on the topic of E-government 
shows that there is much focus on the consumer side of E-government and its effect 
but that there is a critical need to research and develop models for the purpose of 
understanding E-government projects from a logistical and strategic standpoint in 
terms of implementation (Layne and Lee, 2001). 
 
• Finding Two: A review of literature and extensive testing of hypotheses based on 
the identified variables lead us to the finding that a number of key critical factors 
lead to the success of an E-government project. These factors include top 
management support, a culture conducive to change, effective communication and 
training, good employee involvement and empowerment, trust and security, good 
system design and integration. 
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• Finding Three: The findings of this thesis seem to suggest that, even though 
highly capital-intensive, most E-government projects, if implemented successfully, 
have a very high rate of return on investment, as 80% of the respondents were 
confident that investment with regard to E-government projects was well 
worthwhile because of the ease and quality of services provided. 
 
• Finding Four: The study found that e-democracy was lacking in Dubai. Citizens 
surveyed generally gave a negative response on the topic of e-democracy, and the online 
discussion platforms and opinion-gathering tools employed by the government were 
deemed to be less than satisfactory by the surveyed class. This has been corroborated by 
the extant literature (Al-Nuaim, 2009). 
 
 
• Finding Five: The study found five key barriers to successful deployment of      
E-government projects. These barriers can be categorised as technological, 
strategic, legal security and monetary. 
 
• Finding Six: The conceptual model that can be found in the discussion section of 
this thesis can be used as a frame of reference for decision-makers and government 
officials when planning an undertaking in the field of E-government, and the results 
of this study and the proposed model can be applied to any country in the GCC not 
only in Dubai and UAE.  
Table 9.1 summarizes the research’s key finding and the basis of the findings. 
Table 9.1: Summary of Key Findings and Justifications 
NUMBER  
OF FINDING FINDING BASIS OF FINDING 
ONE 
There is a lack of research on 
the consumer side of            
E-government. There is a 
need to develop models for 
understanding from an 
implementation standpoint. 
Analysis of literature 
identified the need for a good 
model of an E-government 
initiative, as none was found 
in the review. 
 
Many others are uninspired 
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models, built without careful 
examination of barriers and 
critical success factors 
(Janssen and Kuk, 2007). 
 
Section 1.1 
Page 1 
TWO 
The major factors which 
determine the success of      
E-government projects are 
top management support, a 
motivational culture in the 
organisation, effective 
communication and training, 
employee empowerment and 
involvement, trust and 
security, good system design 
and integration. 
The factors were determined 
during a review of available 
literature. The factors found 
were then tested with the help 
of data mined from the 
completed surveys. The 
statistical analysis of this data 
identified the factors that 
were involved with              
E-government in Dubai.  
 
First CSF from Literature 
Section 2.10.1 to 2.10.9 
 
Then Barriers to E-Gov 
Section 2.11.1 to 2.11.1.4 
 
Next Quantitative analysis 
Section 6.6.1 to 6.6.2 
 
Finally Qualitative analysis 
Section 7.8.1 to 7.8.15 
 
THREE 
E-government projects are 
highly capital-intensive but 
provide good returns on 
investment. 
Empirical findings of survey 
and answers to questions 
posited in the interviews. 
FOUR 
E-democracy is lacking in 
Dubai, and the level of two-
way information transfer is 
poor. 
Literature review of UN 
report on E-government and 
empirical findings from 
survey questions. 
 
Literature review 
Section 2.7 -2.10.1 
 
Survey 
Section 6.6.1 
 
Discussion 
Section 8.3.3 
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FIVE 
The major barriers to success 
include technology, security, 
law, money, and strategy. 
The key factors were 
identified through literature 
review and then put to 
statistical testing by 
constructing a regression 
model. 
 
Literature review 
Section 2.11.1 to 2.11.1.4 
 
Quantitative Analysis 
Section 6.6.2 
 
SIX 
Key factors determining 
success of a project and 
barriers hindering 
implementation. 
Factors found from literature 
review and later analysed 
through empirical analysis 
provided us with a list of 
factors, which dictate success. 
These factors are used to 
propose a conceptual model 
for E-government initiatives. 
 
First CSF from Literature 
Section 2.10.1 to 2.10.9 
 
Then Barriers to E-Gov 
Section 2.11.1 to 2.11.1.4 
 
Next Quantitative analysis 
Section 6.6.1 to 6.6.2 
 
Finally, Qualitative analysis 
Section 7.8.1 to 7.8.15 
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Figure 9.2: Flow Chart for Deployment of E-government Plan 
Figure 9.2 outlines the recommended way for government to implement E-government 
projects. The first phase of implementation consists of in-depth planning: Top-level 
management needs to sketch a clear plan of implementation, beginning with end factors 
in mind, outlining requirements of the system, and deciding on the right network 
framework to be used in the system.  
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Creating a clear vision for what the project’s aims and objectives is vis-à-vis allocation of 
appropriate funds and hands-on involvement of top-level management is also necessary 
in this planning phase.  
 
The next phase is that of implementation: During implementation, their needs to be 
adequate change management; employees need to be taken into confidence, and the 
objectives must be clearly communicated together with a roadmap of the project plan. 
Employees need to be given proper, adequate training to familiarise them with the 
functionality and use of the system. The process needs to be to-the-point and transparent, 
with clear key performance indicators determined beforehand and expectations 
communicated to all employees alongside a method detailing how to ensure that targets 
are met. 
 
Following this stage i.e., once the system is “live” the relative success of the system 
needs to be measured. Open communication channels are needed for positive and 
negative feedback from employees regarding their experiences with the system. The 
relative ease of use of the system requires measurement and security. The widespread use 
of the system across the organisation needs to be ensured, as does measuring the level of 
service that the system is providing to businesses and citizens. Subsequently, the system 
needs to be made easily accessible and easy to use, for both employees and end users. 
 
Finally, the system needs to be popularised amongst the general public. To this end, 
public-awareness campaigns need to be run, citizens need to be educated on system use, 
and a level of trust and comfort with the system needs to be guaranteed. There is a 
requirement for a smooth and gradual transition from the old system to the new one: Both 
systems should run in parallel for a while for the citizens’ ease, security and comfort. 
Lastly, an overall change in the attitude of citizens towards E-government is necessary; it 
is the job of the government to create a level of trust and comfort between the system and 
its end-users. 
 
Once the implementation process is completed, the project must not stagnate. A feedback 
system is necessary, and there must be clear options available to the government to 
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improve, enhance and grow the system so as to allow for system expansion and 
scalability over time.  
9.5  Independent Validation 
To assess the validity of the research, the results of the study have also been authenticated 
through independent sources. Six professionals, all of them are serving in senior positions 
at the Dubai Smart Government Department, have validated the results and key findings 
of this study. All six (who were in no way connected with the study but hold a high 
degree of authority on the subject) have endorsed the conclusions. 
 
The validators verified the utility of the study: All six maintained that this research would 
be useful for not only Dubai but also for other Emirates, which are implementing similar 
E-government projects. A senior manager at the Dubai Smart Government Department 
commended the research and emphasized the uses of the study. Interviewee 3 
believes that the research is good for Dubai and other Emirates involved in 
implementation of E-government projects. The plus points that make this research useful 
are the following: 
• The research covers multiple dimensions and perspectives; 
• The research takes the unique characteristics of UAE into consideration; 
• The research has also reflected upon the worst-case scenario, which is the 
financial crisis period; 
• The research seeks input from multiple stakeholders; and 
• The research has much empirical evidence to support its findings. 
 
Interviewee 6, who serves as assistant director general at the Dubai Smart Government 
Department, also lauded the study and identified it benefits. He said that the research 
would improve the efficiency of E-government. It covers the six key factors: 
i. First, although there have been many studies of E-government, none has been 
based on such a large intake of empirical evidence. 
ii. Second, there have been many studies (to reiterate the above), but none has 
been so multi-dimensional. This study covers several essential aspects. 
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iii. The study encompasses not only factors, which would facilitate 
implementation, but also the barriers that would hinder the efficiency of E-
government; it thus presents a balanced view. 
iv. The study is not only an analysis; it also offers a framework for future 
implementation, which is very authentic and detailed. 
v. This is based on the opinion and experience of employees of the Dubai Smart 
Government Department; hence, the ownership of findings is high. 
vi. The findings and especially the implementation roadmap provide a sustainable 
solution, which can be applied with different factors. It depends on the 
developing future of E-government and the speed in improvement of 
technology. 
 
The independent validators also concurred regarding the effectiveness of the conceptual 
model. They considered that the phases offer a detailed overview of how the conceptual 
framework (roadmap) can benefit future implementation of E-government services in 
both Dubai and neighbouring Emirates. 
 
Interviewee 2, who works as senior manager at the Dubai Smart Government 
Department, added that the model could serve as a guide for successful implementations 
of E-government. He said that the conceptual roadmap outlines the procedure to 
successful implementation of E-government projects, as it covers all areas that have a 
tendency to impact project completion and so require special attention and management. 
If E-government project managers can follow this conceptual map and pay the required 
attention to the phases of planning, implementation and change management, the 
likelihood of the success of their E-government projects can increase. I think that the 
conceptual roadmap would be a good guide in implementing E-government in Dubai. The 
roadmap is simple, like a to-do list. The project managers need only check the various 
processes and sub-processes identified under the conceptual roadmap. The roadmap 
appears to be promising and useful. 
 
A manager in the Dubai Smart Government Department who is in charge of government 
resource planning systems (Interviewee 4) also responded on the utility of the conceptual 
model and emphasized some areas for improvement. According to him, the conceptual 
model offers a brief skeleton for roll out of E-government projects in UAE, and it appears 
to be useful. Contingency planning should not be a phase but part of all phases. However, 
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overall, this conceptual roadmap is in line with the internal findings of the department 
and represents the recommendations that our internal studies have identified as necessary 
to future implementations. 
 
There was general unanimity regarding the utility of the findings amongst the 
government senior managers. The following responses were gathered from the six 
interviewees: 
 
Interviewee 1:  
 
i. Interviewee 1 thinks the findings are good; however, there is a need for more 
research on the consumer side of E-government. Dubai (UAE) is very 
different from any other country of the world; nowhere one can witness such 
diversity. Not even the European Union considered, as one block is more 
diverse. E-government has implications and advantages not only for 
government but also for consumers, who are the true soul of the project. He 
recommends that the researchers offer more insight into how consumer 
assessment can be done. 
ii. The factors identified as CSF are backed by empirical evidence, and the 
sample selected was also considerably large and significant; hence, there are 
no grounds to deny these factors. Apart from this study, other studies that have 
covered E-government have also been insistent that similar factors are vital. 
iii. E-government projects are mega-projects. Just like infrastructure projects or 
developmental projects, E-government projects are capital intensive and 
exceed the scheduled time and budget. They also impact the economy and 
have long-lasting impacts. E-government projects require a lot of capital; 
therefore, the need to understand the critical success factors and barriers 
becomes even greater. 
iv. Thee status the Dubai E-government projects have achieved is impressive. He 
does not expect e-democracy to flourish anytime soon. The culture of UAE (or 
GCC or MENA) is unlike that of western countries where e-democracy would 
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be considered a considerable factor. In the region, democracy is in its infancy; 
hence, e-democracy is not a domain that would be very promising. 
v. He agrees that all five are important barriers to E-government projects 
anywhere in the world, but he does not agree that budget or monetary 
constraints are barriers for UAE. Even if one takes the most conservative 
estimates and refers to the financial meltdown of 2007-2010, this is not a 
major barrier. The projects are always opulent in UAE. He considers security 
and strategy to be the primary barriers and technology and regulatory 
constraints as secondary. 
vi. The key factors and the proposed model are based on empirical evidence and 
hard facts. 
 
Interviewee 2: 
 
i. Interviewee 2 stated that there is a lack of research on the consumption of     
E-government services. If any assessment of implementation is available, the 
results are never updated.  
ii. He agrees with the factors that top managers support: A motivational culture 
in the organisation, effective communication and training, employee 
empowerment and involvement, trust and security, and good system design 
and integration are vital for the implementation of E-government. He has 
some issues with the order or priority of these factors: Trust and security of 
system top his preference list followed by system design and integration, a 
motivational culture in the organisation, effective communication and 
training, employee empowerment and involvement.  
iii. Conceptually and historically speaking, E-government projects are highly 
capital intensive, but they provide good ROI. Empirically, the ROI of Dubai       
E-government is high, but it could have been much higher; there is a lot of 
potential and opportunity for the E-government system to improve. 
iv. Democracy is not a notion of prime importance with the government of UAE; 
the political structure does support democracy either. Hence, he agrees with 
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the finding that e-democracy is lacking in Dubai and that the level of two-way 
information transfer is poor. 
v. He agrees that the barriers identified under the study pose a high degree of 
challenge and deterrent, but these factors can be sub-divided into more factors 
for better clarity. Technology as a whole is also a key factor, but disruptions in 
technology or shifting in platform could be clearer. 
vi. If E-government projects managers can consider these critical success factors 
and barriers and plan for them beforehand, then the rate of projects would 
increase and the project success rate would also improve. 
 
Interviewee 3:  
 
Interviewee 3 agrees with all six findings, though they could be presented in more 
detail and more objectively. Presently, I do not see any key figures or numbers 
backing the claims.  
i. In agreement with the claim that there is a lack of research on the consumer 
side of E-government. 
ii. Top management support, a motivational culture in the organisation, effective 
communication and training, employee empowerment and involvement, trust 
and security, and good system design and integration are critical for the 
successful implementation of E-government projects. 
iii. Conceptual and empirically true, the ROI of these projects is high in the long 
run, and they are capital-intensive beasts. 
iv. He thinks that e-democracy is lacking in Dubai and that the level of two-way 
information transfer is poor. 
v. The barriers identified are critical not just for E-government but also for all 
technology-related projects. 
vi. The success of projects is dependent on many key factors. 
Interviewee 4: 
 
i. According to Interviewee 4, there is a lack of commercially available research, 
but the Dubai Smart Government Department regularly monitors the 
consumption of services and improves services based on user feedback. 
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ii. The factors identified as critical are indeed important to improving the success 
of E-government projects. 
iii. E-government implementation was capital intensive, but building upon the 
current infrastructure is not capital intensive. The ROI is high, and there are 
plans to increase returns—even the ROI by 2% at the end of 2018 and by 5% 
by 2020. 
iv. There are plans to increase two-way information and involve citizens in future 
projects, but as of now, these services need improvement. 
v. The identified barriers are important and can pose serious perils for successful 
E-government implementation. 
vi. He agrees with the key factors that determine the success of a project and 
barriers to implementation. There could have been more detail regarding 
factors that are most influential. 
 
Interviewee 5: 
 
i. Interviewee 5 stated that there is a shortage of research on the consumption of 
e-services from independent sources. He agrees that there are absolutely no 
independent models for e-service consumption or assessment. 
ii. The identified critical success factors look like they will be helpful to 
improving the successful implementation of E-government projects. 
iii. The E-government overall is a very capital-intensive project. We are also 
reaping a good ROI, but there is room for even more. 
iv. E-democracy is not a priority at the moment. 
v.  Technology, security, law, money and strategy are some of the barriers in the 
way of implementing and up-grading E-government. 
vi. He thinks it will be helpful to identify the CSF to help improve the 
implementation of successful E-government. 
Interviewee 6: 
 
i. Interviewee 6 agrees that there is a need for independent models and 
assessments of e-services consumption. 
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ii. The factors identified as critical to success are needed to improve successful 
implementation, top management support, motivational culture in the 
organisation, effective communication and training, employee empowerment 
and involvement, trust and security, and good system design and integration. 
These factors are all primary and essential to E-government implementation. 
iii. The E-government project is indeed costly; over the years, billions of Dirhams 
have been spent on it. We have also started to earn returns on the investment. 
iv. E-democracy is not a priority at the moment. 
v. He supports the claim that the five barrier; technology, security, law, money 
and strategy are preventing the effectiveness of the E-government project. 
vi. He agrees that knowing the week CSF is important so, it increase the success 
of the future E-government implementation. 
 
The flow chart for the E-government project also gained a considerable amount of 
positive feedback from the independent validators. A manager who has been part of the 
Dubai Smart Government Department for more than a decade commended the flow chart 
for its concreteness and simplicity.  
 
According to Interviewee 5, the flow chart offers a detailed visual guide for                    
E-government implementation. He thinks it will be important for implementing              
E-government projects. The simplicity of the flow chart makes it easy to comprehend 
even by non-technical personnel associated with project; the concreteness of the flow 
charts makes them essential to creating a shared vision. Managers also accept the utility 
and efficacy of the proposed flow chart. 
 
Interviewee 2 indicated that this is a good outcome of the study. This flow chart can pave 
the way for accelerated implementation of E-government not just in Dubai but also in 
other Emirates. The flow chart, along with the various sub-phases, would serve as a 
guiding map for project managers involved in E-government projects. 
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Interviewee 3 added that the flow chart covers five steps of E-government 
implementation, starting from planning and design and progressing into implementation, 
measurements, system popularisation and continuous improvement.  
9.6  Limitations 
All studies have limitations. This study	has certain shortcomings. The major drawback is 
that it gathers only the perspective of employees of the Dubai Smart Government 
Department. There are many other stake-holders: for example, the developers and the 
end-users or the citizens who use the E-government portal that have not been included 
due to time constraints. In addition, this study	is cross-sectional in design, focusing on a 
single point in time; however, a longitudinal study	could have unveiled more interesting 
dynamics of E-government implementation over time.  
 
See below for further limitations of the study. 
• If the research had been given more time, a more complex empirical 
framework could have been developed. Only two equations with 10-12 factors 
have been studied, while more factors could have been included, and each 
factor could have been studied in greater depth. 
• This research’s literature review is based on works modelled on European and 
other developed nations. Dubai is a melting pot of nationalities and a 
metropolitan city. It has a unique political and financial dynamic in 
comparison to other nations. Furthermore, Dubai is unlike most other 
countries with E-government, as it is not a democracy but a monarchy. This 
means that many factors originally envisioned to be a problem for success 
were irrelevant. For example, budgetary concerns were seen to never have had 
any impact. on project success, at least not according to the results of this study. 
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• Similarly, the initiative of fast development of the Dubai government towards 
E-government meant that there were problems and challenges unique to the  
E-government process. Those factors need to be studied in greater detail and 
evaluated in future research. 
• The interviews conducted for the purpose of this research, while most 
insightful and detailed, still encompass only 25 interviewees. Even though the 
research discusses aspects under the working assumption that the sample of 
users interviewed represent the management and implantation team.it cannot 
be assumed that the views of the interviewed individuals are comprehensive 
and fully representative of the entire strata of workers. 
• Most interviewees were mid- and upper-level management; thus, another 
limitation of the study	is that it does not truly depict change management and 
the issues faced by day-to-day, lower-management employees. For this 
reason, it is hard to ascertain from this particular study	the true success of the 
system being adopted by employees. Meanwhile, the general success of the 
system does allow us to speculate and extrapolate the assumption that change 
management was truly successful in the researched E-government projects. 
The full extent of the impact on end-users and lower-management employees 
cannot be conclusively determined from the data used in this study. The 
interviewees were given the questions beforehand so they could prepare their 
answers in a bid to save time. While more time-efficient, this method is not 
without its drawbacks. It meant that answers were pre-meditated, and it was 
noted during the interview sessions where most interviewees responded 
positively to questions asked. This resulted in a lack of negative feedback data 
to compare with and thus painted an overly idealised picture of the subject. 
• 450 employees answered the questionnaire; thus, the quantitative data 
depicted can be considered a better indication of success. However, more than 
450 were initially intended. 
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• Lastly, no data was gathered or analysed on feedback from end-users and 
citizens concerning the subject, and the level of citizen involvement and 
understanding of the systems can only fully gauge a true measure of              
E-government success. This is a subject, which could be addressed by future 
studies. 
 
Saunders et al. (2009) identify some limitations in the use of case studies, including 
descriptive bias, an emphasis on the researcher’s viewpoint, concern about the validity of 
generalisation from a single case and the cost in time and resources.  
 
In the Dubai Smart Government Department, the situation has not been reliably observed, 
and the study of a single case in this context is supported by Yin (2003). The present 
research is set in a developing Middle Eastern country, which is rapidly transitioning 
from underdeveloped- to developed-nation status. The social and cultural influences on 
the organisation are not the same as those found in western nations. Thus, it was 
appropriate to adopt the single-case-study strategy and a holistic approach, as there were 
no similar studies set in the geographical region and in similar organisational contexts. 
 
In response to the criticism of excessive time and resource consumption, Ghauri and 
Grønhaug (2005) argue that data is usually collected from multiple sources. Indeed, the 
present researcher used mixed methods to gather more than one type of data at the same 
time when visiting each collection point. Such simultaneous collection of qualitative and 
quantitative data from each location saves time, according to Creswell (2009). 
 
When one discusses the limitations of the research, it is the debate about the variables, 
which have impact over the research, but were beyond the control of the researcher. 
Various research methods and research approaches have their own short-comings; in this 
research, the researcher has opted to use both the approaches (that is, quantitative and 
qualitative) to get the strengths of both research forms. Still, there are certain short-
comings that could impact the result. The limitations of this study serve as 
recommendations for future studies.  
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9.7  Contributions of this study 
The following important contributions of the research are explained: 
 
• Contribution One: The findings of this research will contribute to knowledge of 
the subject of strategic road mapping for successful implementation of                
E-government and its potential applications by the UAE public sector. The UAE 
government adopted the E-government initiative to increase the effectiveness of 
its performance for services that are being provided to society, citizens, business, 
and government agencies.  
 
• Contribution Two: The study analyses the critical success factors for                 
E-government implementation in detail and charts out the barriers to successful  
E-government deployment in depth. The study provides a guiding framework, 
which can be used by future researchers and government officials for the planning 
of future projects. It highlights the pitfalls and barriers to successful project 
deployment, thereby allowing readings to glean the “do’s and do not’s” of          
E-government project planning and change management. 
 
• Contribution Three: The study enhances the theoretical foundations that are 
used as a basis for successful implementation of E-government projects, and it 
provides a theoretical roadmap for governments to properly plan, build, deploy 
and popularise a successful E-government project. 
9.8 Contribution to Practice within the Dubai Smart 
Government Department 
The main aim of this research is to come up with a framework for policy planning and 
implementation of E-government projects. The factors identified and discussed in the 
analysis section of this thesis would be most helpful in the creation of standard operating 
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procedures and in the planning of new projects of E-government within the Dubai Smart 
Government Department.  
 
This research has looked at past projects and has analysed the factors, which led to the 
success of those projects. It has also included primary research consisting of interviews 
with members of teams, which were responsible for carrying out E-government projects. 
It thus provides unique insights into the thought processes of the personnel involved in 
the change-management process.  
 
The research discusses how the involvement of mid-level management and all 
stakeholders involved with the change process is beneficial to the success of                   
E-government projects. It quotes anecdotes shared by managers and employees who were 
part of successful E-government projects, and it shares the insights those people had to 
offer. All of this could be used as a basis for further research and for benchmarking by 
government organizations when planning new E-government projects.  
 
The E-government initiative has been highly successful at promoting wide access to 
public services for all citizens. The rapid increase in E-government services in Dubai has 
left a gap and has created problems and challenges, which cannot be solved merely by 
existing literature. The findings of this research are very encouraging from a practical 
perspective, as they confirm theoretical postulations regarding factors, which affect the 
success or failure of E-government implementation in the Dubai Smart Government 
Department. The results confirm that technological advancement is the greatest barrier 
when it comes to successful E-government implementation.  
 
This is followed closely by strategic depth and planning involved in the E-government 
project development process. The findings further point to the fact that, even though 
growth has been very rapid, E-government in the Dubai Smart Government Department 
is still striving towards achieving a certain level of maturity. They also illustrate that there 
is still a certain hesitance in adopting E-government within Dubai. 
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In view of the above, this study contributes to our understanding of the dynamics of       
E-government in the UAE context, leading to the development of a roadmap for 
facilitating practical implementation of strategies and reversing the declining trend of    
E-government participation in Dubai (Carrizales et al., 2006; Holzer and Kim, 2006). In 
addition, the study’s emphasis on the public sectors could strengthen the debate about the 
role of E-government for administrative and institutional reform and inclusion in the 
public sector (Sahraoui, 2007; Dawes, 2008). Therefore, the study could benefit not only 
the Dubai Smart Government Department but also to other E-government agencies in 
Arab regions and internal stakeholders in the field who wish to gain insight into the 
process of E-government globally. 
9.9  Further Research and Recommendations 
No research can ever be absolute; all research opens the way to further research. Thus, 
the researcher aims to present his ideas for potential research topics and subjects of        
E-government implementation, which might possibly be explored by future researchers. 
• Recommendation One: This study, while comprehensive, leaves much to be 
desired with regard to future research. It does not discuss the impact                    
E-government has on citizens. The study focuses on change management and the 
role that employees play in contributing to the success of an E-government 
project. Studies need to be conducted on user mentality and are required to help 
outline the factors, which prompt citizens to engage in E-government project use.  
 
• Recommendation Two: In future research, factors and policies on the subject of 
popularising E-government projects and ensuring that the general population 
makes the most of online facilities provided by the government need to be 
studied. Future studies need to focus on the consumer-end of the spectrum. A 
questionnaire distributed amongst a larger audience throughout public places like 
hotels, shopping malls and public offices which addresses questions specific to 
the use of E-government services by the general population could be most 
instructive and helpful in providing a comprehensive guide to the popularisation 
of E-government schemes amongst the masses.  
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• Recommendation Three: It must be noted that an E-government project is only 
truly successful if end-users find it beneficial and adopt it with ease over legacy 
systems. A literature review and case studies on the subject of how successful 
campaigns to popularise E-government projects were run would also prove to be 
most instructive to future researchers.  
• Recommendation Four: How the implementation of E-government policies can 
impact the political power structure of the country might also be a potential 
subject for future research. 
 
• Recommendation Five: The flow chart will be valuable for the implementation 
of E-government projects in UAE. One suggestion for improvement might be to 
include the key metrics or KPIs for the various stages of the flow chart. 
 
• Recommendation Six: The study was a cross sectional design; thus, rolling out 
the study over the years could provide invaluable insight regarding changes of 
perception and implementation strategies over time.  
 
• Recommendation Seven: There is a potential for future studies to consider a 
multiple-case-study design across cultures regarding managerial approaches, 
change management, and system design all linked to E-government 
implementation across cultures. This could reveal a variety of approaches with 
transferable ideas across cultures not only in the Middle East. 
9.10 Chapter Summary 
The main objective of the study was to examine, explore, and critically review the 
literature of E-government implementation so as to identify a gap. On the basis of the 
review, examination and analysis, the study develops a roadmap to guide E-government 
projects within the UAE with a potential for wider application to other countries in the 
Gulf region. 
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This study has addressed the questions of E-government implementation and 
effectiveness in the specific context of Dubai. In so doing, the study identified factors 
critical to the successful implementation of E-government projects. The study engages 
and has contributed to the debate on barriers to the successful implementation of            
E-government in the Dubai public sector. The study has also attempted to gauge the level 
of maturity of the various E-government schemes and programs, which have been made 
available by the Dubai government over the past decade. 
 
The study emphasized key factors determining the success or failure of E-government 
projects; its results show that the art of change management begins from the top of an 
organisation and trickles all the way down to the ultimate end-user. The study opens up a 
new debate about the effectiveness of applying the normative-stage model (transitioning 
from one stage to another) verses a more robust framework, taking human- and context-
relevant designs into consideration. Thus, the robust roadmap developed here could guide 
the UAE government to successfully launch and deploy E-government projects, thereby 
paving the way to a completely efficient E-government system. 
 
This research critically examined the effectiveness of communication and its significance 
for the successful implementation of E-government projects in Dubai. In particular, the 
role of communication alongside training and development has been emphasized. The 
study reviewed various system designs and emphasized the importance of interface 
design in light of its contribution to the success of a project.  
  
Above all, the study provides a theoretical framework and roadmap for the successful 
implementation of future E-government projects and provides a valuable guide for 
change management based on the success of past projects of E-government in the Dubai 
Smart Government Department. 
  
  231 
REFERENCES 
Abdullah, H. & Fuong, C. (2010). The Implementation of ISO 14001 Environmental 
Management Systems. Asian Social Science, 6 3: 100-107. 
Abdullah, N.A.S., Abdullah, N.A.S., Mohd Noor, N.L., Mohd Noor, N.L., Mior Ibrahim, 
E.N. and Mior Ibrahim, E.N., (2016). Contributing factors to E-government service 
disruptions. Transforming Government: People, Process and Policy, 10(1), pp.120-
138 
Abramson, A. & Morin, T. L. (2003). “E-government 2003”, United States of America. 
Vol.1 
Accenture, (2005). Leadership in Customer service: New Expectations, New 
Experiences. achievers-1.715778] 
Agimo, (2003). E-government Benefits Study. Australian Government Information 
Management Office (AGIMO), Australian Government. [Online]. Available: 
http://www.agimo.gov.au/archive/publications_noie/2003/03/egovt[Accessed on 
3/6/2012] 
Aikins, S. K., (2012). Managing E-government Projects: Concepts, Issues, and Best 
Practices: Concepts, Issues, and Best Practices. IGI Global. 
Ajai, S. G. & Sanjaya, S. G., (2009). Statistical Methods for Practice and Research: A 
Guide to Data Analysis Using SPSS. SAGE 
Al Abed, I & Hellyer, P. (eds.) (2001). United Arab Emirates: A New Perspective. 
London: Trident Press Ltd. p 249 
Al Athmay, A.A.A.R.A., 2015. Demographic factors as determinants of e-governance 
adoption: A field study in the United Arab Emirates (UAE). Transforming 
Government: People, Process and Policy, 9(2), pp.159-180 
Al Gore, (1997) USA government website. (Online). Available: http://govinfo.library. 
unt.edu/npr/initiati/it/index.html [Accessed on 29/11/2012]. 
Al-Amer, M. A. (2003). Kingdom of Bahrain: E-government Program.[Online].Available 
from: http://unpan1.un.org/intradoc/groups/public/ documents/UNES 
CWA/UNPAN015333.pdf [Accessed on 20/12/2011]. 
Al-Hujran, O., (2012). An assessment of Jordan’s E-government maturity: auser-centric 
perceptive. International Journal Electronic Governance, pp. 134-150. 
  232 
Al-Hujran, O., Al-Debei, M.M., Chatfield, A. and Migdadi, M., (2015). The imperative 
of influencing citizen attitude toward e-government adoption and use. Computers in 
human Behavior, 53, pp.189-203. 
Al-Khalifa, K. & Aspinwall, E. (2000). Using the competing values framework to 
identify the ideal culture profile for TQM: a UK perspective. International Journal 
of Manufacturing Technology and Management, 2 1: 1024-1040. 
Al-Khouri, A. M., (2013). Critical Insights from a Practitioner Mindset. Oxford 
University Press. 
Al-Khouri, A., (2011). An Innovative Approach for E-government Transformation. 
International Journal of Managing Value and Supply Chains (IJMVSC), 2(1), pp. 2-
43. 
Al-Marri, K., Ahmed, A. & Zairi, M. (2007). Excellence in service: an empirical study of 
the UAE banking sector. International Journal of Quality & Reliability 
Management, 24 2: 164-176. 
Al-Mashari, M., (2007). “A benchmarking study of experiences with electronic 
government.” Benchmarking: An International Journal, 14(2), pp. 172-185. 
Al-Naimat, A. M., Abdullah, M. S. & Ahmad, M. K., (2013). The Critical Success 
Factors for E-government Implementation in Jordan. Sarawak, Malaysia, UTM. 
Al-Nuaim, H. A., (2009). How “E” are Arab Municipalities? An Evaluation of Arab 
Capital Municipal Web Sites. International Journal of Electronic Government 
Research (IJEGR), 5(1), pp. 50-63. 
Al-Qirim, Y. (2004). E-business, E-government & small and medium-size enterprises: 
opportunities and challenges, Hershey, Pa., Idea; London: Eurospan. 
Al-Shafi, S. and Weerakkody, V. (2007). Implementing and managing E-government in 
the State of Qatar: a citizens’ perspective. Paper Accepted for the UKAIS 2007 
Conference, Manchester, United Kingdom. 
Al-Shair, S. (2005). Simplification is part of Dubai’s Tradition. In Al-Shair, S., e4all (No. 
23, pp. 5). Dubai:  Dubai eGovernment.   
Al-Shehry, A., Rogerson, S., Fairweather, N. B., & Prior, M. (2006). The Motivations 
For Change Towards E-Government Adoption: Case Studies From Saudi Arabia. 
Brunel University, West London. 
  233 
Al-Yafi, K., Hindi, N.M. and Osman, I.H., (2016). A User-Centric Evaluation of e-
Government Services in the GCC Region: Case of State of Qatar. International 
Journal of Electronic Government Research (IJEGR), 12(4), pp.15-34. 
Al-Zaabi, H., Choudrie, J., & Lebcir, M. (2012). Adoption and Use of E-Government 
Services in the Abu Dhabi Police Force: A Qualitative Study. Hertfordshire: 
University of Hertfordshire Business School Working Paper. Retrieved from 
https://uhra.herts.ac.uk/bitstream/handle/2299/8741/s134.pdf[Accessed on 19/12/ 
2013] 
Al-Zamany, Y., Hoddell, S. & Savage, B. (2002). Understanding the difficulties of 
implementing quality management in Yemen. The TQM Magazine, 14 4: 240- 247. 
Aladwani, A.M., (2016). Corruption as a source of e-Government projects failure in 
developing countries: A theoretical exposition. International Journal of Information 
Management, 36(1), pp.105-112. 
Alaskari, O., Ahmad, M. M., Dhafr, N. & Pinedo-Cuenca, R. (2012). Critical successful 
factors (CSFs) for successful implementation of lean tools and ERP systems. WCE 
2012, July 4-6, London, UK, pp. 1627 - 1632. 
Alenezi, H., Tarhini, A. and Masa’deh, R. (2015a) Investigating the Strategic 
Relationship between Information Quality and E-Government Benefits: A Literature 
Review. International Review of Social Sciences and Humanities, 9, 33-50. 
Alenezi, H., Tarhini, A. and Sharma, S.K., (2015b). Development of quantitative model 
to investigate the strategic relationship between information quality and e-
government benefits. Transforming Government: People, Process and Policy, 9(3), 
pp.324-351 
Alghamdi, I. A., Goodwin, R. & Rampersad, G. (2011). E-government Readiness 
Assessment for Government Organisations. Computer and Information Science . 
AlKalbani, A., Deng, H. and Kam, B., (2015). Organisational Security Culture and 
Information Security Compliance for E-Government Development: The Moderating 
Effect of Social Pressure. In PACIS (p. 65). 
Almarabeh, T. & AbuAli, A., (2010). A General Framework for E-government: 
Definition Maturity Challenges, Opportunities, and Success. European Journal of 
Scientific Research , 39(1), pp. 29-42. 
  234 
Alomari, M.K., Sandhu, K. and Woods, P., (2014). Exploring citizen perceptions of 
barriers to e-government adoption in a developing country. Transforming 
Government: People, Process and Policy, 8(1), pp.131-150. 
Alsawafi, A., & Sridhar, S. (2003). E-Governance Technologies for enabling trust in 
Citizen Relation Management. Muscat, Oman: Symposium on E-government: 
Opportunities and Challenges. 
Altameem, T., Zairi, M. & Alshawi, S., (2006). Critical Success Factors of E-
government: A Proposed Model for E-government Implementation. Dubai, IEEE, pp. 
1-5. 
Andersen, K. V. & Henriksen, H. Z., (2006). E-government maturity models: Extension 
of the Layne and Lee model. Government Information Quarterly, 23(2), p. 236-248. 
Andersen, T.B., (2009). E-Government as an anti-corruption strategy. Information 
Economics and Policy, 21(3), pp.201-210. 
Anon., (2001). E-government and Developing Countries. IICD Research Brief 1. 
Anthopoulos, L., Reddick, C.G., Giannakidou, I. and Mavridis, N., (2016). Why e-
government projects fail? An analysis of the Healthcare. gov website. Government 
Information Quarterly, 33(1), pp.161-173 
Aoki, K. (2000). Cultural differences in e-commerce: A Comparison between the US and 
Japan. [Online].Available from: <http://firstmonday.org/issues/issue5_11 
/aoki/index.html> [Accessed on 02/5/2013]. 
Ashaye, M.O.R. and Irani, Z., (2014). E-government Implementation Benefits, Risks, and 
Barriers in Developing Countries: Evidence from Nigeria. US-China Education 
Review, p.13. 
Assar, S., Imed Boughzala & Boydens, I., (2010). Practical Studies in E-government: 
Best Practices from Around the World. Springer Science & Business Media. 
Awan, M. A. (2008). Dubai e-government: An evaluation of G2B websites.Journal of 
Internet Commerce, 6(3), 115-129. 
Axelsson, K., Melin, U. & Lindgren, I., (2010). Exploring the importance of citizen 
participation and involvement in e-government projects: Practice, incentives, and 
organisation. Transforming Government: People, Process and Policy, 4(4), pp. 299 - 
321. 
  235 
Ayish, M. I., (2005). “Virtual public relations in the United Arab Emirates: A case study 
of 20 UAE organisations’ use of the Internet”. Public Relations Review, 31(3), pp. 
381-388. 
Bahzad, Y. & Irani, Z. (2008). Developing a quality assurance model for small military 
institutions. European and Mediterranean Conference on Information Systems. 
Dubai: EMCIS. 
Basu, S. (2004), “E-government and developing countries: An overview”, International 
review law computers & technology, Vol.18, No.1, pp.109-132. 
Bauer, J., Falshaw, R. and Oakland, J. (2005). Implementing business excellence. Total 
Quality Management, 16 4: 543-553. 
Beer, M., Eisenstat, R., & Spector, B. (1990). “Why change programs don’t produce 
change”, Harvard Business Review, 68 (6): pp.158-166. 
Belanger F. & Hiller S. J. (2006). “A framework for E-government: privacy 
implications”, Business process management journal, Vol. 12 No. 1, pp.48-60. 
Belassi, W. & Tukel, O. (1996). A new framework for determining critical success/failure 
factors in projects. International Journal of Project Management, 14 3: 141-151. 
Bernard, H, R. (2000). Social Research Methods: Qualitative and Quantitative 
Approaches. London: Sage Publications Inc. 
Bhat, K. & Rajashekhar, J. (2009). An empirical study of barriers to TQM 
implementation in Indian industries. The TQM Journal, 21 3: 261-272. 
Bin, Q., Chen, S. J. & Sun, S. Q. (2003). Cultural Differences in E-Commerce: A 
Comparison between the U.S. and China. Journal of Global Information 
Management, 11, 48-55. 
BinTouq, A., (2015). The UAE Federal Government’s E-Participation Roadmap: 
Developments in UAE Empowerment Initiatives With VGI/PGIS and Location 
Based Services (LBS). Canadian Social Science, 11(5), pp.1-10. 
Blaikie, N. (2007). Approaches to Social Enquiry: Advancing knowledge, Polity Pr. 
Bogdan, R., and S. J. Taylor. (1975). Introduction to qualitative research methods. New 
York:John Wiley 
Bose, R. (2004). E-government: infrastructure and technologies for education and 
training. Electronic Government, an International Journal, 1, 349-361. 
  236 
Bowen, G. (2008). Naturalistic inquiry and the saturation concept: a research note. 
Qualitative Research, 8 1: 137. 
Bryman, A. & Bell, E. (2007). Business research methods, Oxford University Press, 
USA. 
Bui, T.X., Sankaran, S. and Sebastian, I.M., 2003. A framework for measuring national e-
readiness. International Journal of Electronic Business, 1(1), pp.3-22. 
Burn Janice & Robins Greg. (2003), “Moving towards E-government: a case study of 
organisational change processes”, Logistics information management, Vol. 16 No.1, 
pp.25-35. 
Burrell, G., & Morgan, G. (1979). Sociological Paradigms and Organisational Analysis. 
London: Heinemann Educational. 
Cameron, S. & Price, D. (2009). Business Research Methods: A practical approach, 
CIPD. 
Carpinetti, L., Gerolamo, M. & Oiko, O. (2010). An investigation of improvement and 
change management practices in a Brazilian based company. Brazilian Journal of 
Operations & Production Management, 2 2: 59-74. 
Carrizales, T., Holzer, M., Kim, S. T., & Kim, C. G. (2006). Digital governance 
worldwide: A longitudinal assessment of municipal web sites. International Journal 
of Electronic Government Research (IJEGR), 2(4), 1-23. 
Cecchini S, S., M. Raina, (2004) "Electronic Government and the Rural Poor: The Case 
of Gyandoot", Information Technologies and International Development, vol. 2, no. 
2, pp. 65-75, 2004. 
Chan, C. M., (2013). From Open Data to Open Innovation Strategies: Creating E-
Services Using Open Government Data. Wailea, Hawaii, IEEE, pp. 1890 - 1899. 
Chang, L. C. (2002). Cross-Cultural Differences in International Management using 
Kluckhohn-Strodtbeck framework. Journal of American Academy of Business, 2, 20-
27. 
Chatfield, A. T. & Alhujran, O., (2009). A cross-country comparative analysis of E-
government service delivery among Arab countries. Information Technology for 
Development, 1 July.pp. 151-170. 
  237 
Chen.Y. N et al., (2006). “E-government strategies in developed and developing 
countries: As implementation framework and case study”, Journal of global 
information management, Vol.14 No.1, pp.23-46. 
Chopra, K. and Wallace, W. A. (2003). Trust in Electronic Environments. In: 
Proceedings of the 36th Hawaii International Conference on Systems Sciences, 
Hawaii, USA  
Choudrie, J.,   Wisal, J.   &   Ghinea, G.   (2009).   “Evaluating the usability of 
developing countries’ E-government sites: a user perspective”, 
Electronic   Government, an International Journal, Volume 6 (3), pp. 265-281. 
Chrusciel, D. & Field, D. (2003). From critical success factors into criteria for 
performance excellence - an organisational change strategy. Journal of Industrial 
Technology, 19 4: 1-11. 
Ciborra, C., & Navarra, D. (2005). Good governance, development theory, and aid 
policy: Risks and challenges of E-government in Jordan. Journal of Information 
Technology for Development, 11(2), 141-159. 
Colesca, S. E. (2015). Understanding trust in e-government. Engineering Economics, 
63(4), 7-15. Retrieved from 
http://158.129.0.15/index.php/EE/article/view/11637[Accessed on 10/12/2016].  
Collinge, A. (2002). Users rule in E-government. New Media Age, 1, 15. 
Collis, J. & Hussey, R. (2014). Business research: a practical guide for undergraduate 
and postgraduate students 4th edn, Basingstoke: Palgrave Macmillan. 
Competitiveness with Diversity and Difference.  Antipode, (33): 21727 
Conklin, A., & White, G. B. (2006). E-government and cyber security: the role of cyber 
security exercises. Proceedings of the 39th annual hicss. Ieee computer society. 
Conklin, W. A., (2007). Barriers to Adoption of E-government. Hawaii, IEEE. 
Costantino, T. et al., (2014). Exploring participation in the design of public library e-
services. New York, ACM, pp. 17-20. 
Creswell, J. (2009). Research Design: Qualitative, quantitative, and mixed methods 
approaches, Sage. 
Creswell, J. and Clark, V. (2007). Designing and Conducting Mixed Methods Research, 
Sage. 
  238 
Creswell, J. W., & Plano Clark, V. L. (2011). Designing and conducting mixed methods 
research (2nd ed.). Thousand Oaks, CA: Sage.  
CTB (2005). Achievements [Online].Available from: 
<http://www.e.gov.kw/Default.aspx?pageId=11> [Accessed on 06/12/2013]. 
Dada, D. (2006). “The Failure of E-government in Developing Countries: A Literature 
Review”, The Electronic Journal on Information Systems in Developing Countries, 
Vol. 26 (1), pp. 1 -10. 
Davidson, C. M., (2011). Abu Dhabi: Oil and Beyond. Hurst Publishers. 
Davies, J. (2008). Integration: Is it the key to effective implementation of the EFQM 
Excellence Model? International Journal of Quality & Reliability Management, 25 
4: 383-399. 
Davison, R. & Martinsons, M. (2003). Guest Editorial; Cultural Issues and IT 
Management: Past and Present. IEEE Transactions on Engineering Management, 
50[1], 3-7. 
Dawes, S. S. (2008). The evolution and continuing challenges of e-governance. Public 
Administration Review, 68(s1), S86-S102. 
Dawson, C. (2009). Introduction to Research Methods: A practical guide for anyone 
undertaking a research project, 4th edition, Oxford: How To Books. 
Deiss, R. (2002). The EU surveys on ICT usage of enterprises. In: Official Statistics and 
the new Economy (IAOS Conference), London, 1-15. 
Denzin, N. & Lincoln, Y. (2005).The Sage Handbook of Qualitative Research, Sage. 
Devadoss, P. R., Pan, S. L. & Huang, J. C., (2002). “Structurational Analysis of E-
government Initiatives: A Case Study of SCO”, Decision Support Systems 34 pp 
253-269. 
Dix, J. (2002). Survey Says Government is Vulnerable. Network World, 19, 34. 
Done, R. S. (2003). Internet Voting: Bringing Elections to the Desktop. In: Abramson, M. 
A. & Morin, T. L. E-government 2003, Rowman & Littlefield Publishers Inc., USA. 
Donnelly, M. M., Wisniewski, J. F., Dalrymple &Curry, A. C. (1995). Measuring service 
quality in local government: the SERVQUAL approach, International Journal of 
Public Sector Management, vol. 8, no. 7, pp. 15-21. 
  239 
Du, W., & Atallah, M. J. (2001). Secure multi-party computation problems and their 
applications: a review and open problems. NSPW '01 Proceedings of the 2001 
workshop on New security paradigms (pp. 13-22). New York, NY: ACM. 
Dubai School of Governance, (2014). UAE in the context of knowledge management. 
[Online] Available at: http://www.dsg.gov.ae/SiteCollection 
Images/Content/DeG%20Documents/April-2014-en.pdf [Accessed on 27/3/2015]. 
Dutta, S., Mia, I., INSEAD & WEC, (2011). The Global Information Technology Report 
2010-2011 Transformations 2.0, Geneva.: World Economic Forum & INSEAD. 
Dutton, R. E. &. W. H., (2007). Barriers to Networked Governments: Evidence from 
Europe. Prometheus: Critical Studies in Innovation, pp. 225-242. 
E-government Program (2004). EISI-Government: The Egyptian Information Society 
Initiative for Government Services Delivery. [Online]. Available from: 
<http://www.egypt.gov.eg/english/documents/download/EISI_Gov_English_pap 
er.zip> [Accessed on 6/12/2010]. 
E-government Unit (2004). Achieving E-government 2004: A report on progress towards 
the New Zealand E-government Strategy. [Online]. Available from: 
<http://www.e.govt.nz/_NONarchive/policy/research/ready-access-2004/ready- 
access-2004.pdf >[Accessed on 6/12/2010]. 
E-government Workgroup of the Directors General. (2002). Good Governance for 
Development (GfD) in Arab Countries. OECD. [Online] Available at: 
https://www.oecd.org/countries/egypt/37208619.pdf  [Accessed on 25/2/2017] 
Easterby-Smith, M., Thorpe, R. & Jackson, P. (2008). Management Research: Theory 
and research, 3rd edition, London: Sage. 
Easterby-Smith, M., Thorpe, R. & Lowe, A. (2002). Management Research: 
Anintroduction, 2nd edition, London: Sage. 
Ebbers, W. E. &. van Dijk, J. A. (2007). Resistance and support to electronic 
government, building a model of innovation. Government Information Quarterly, 
24(3), pp. 554-575. 
Ettlinger, N. (2001). A Relational Perspective in Economic Geography: Connecting 
  240 
Fang, Z., (2002). E-government in digital era: concept, practice, and development. 
International journal of the Computer, the Internet and management, 10(2), pp. 1-
22. 
Fendt, J. & Sachs, W. (2008). Grounded theory method in management research. 
Organisational Research Methods, 11 3: 430. 
Flyvbjerg, B. (2006). Five misunderstandings about case-study research. 
QualitativeInquiry, 12 2: 219. 
Ford, D. P., Connelly, C. E. & Meister, D. B. (2003). Information Systems Research and 
Hofsted’s Culture’s Consequences: An Uneasy and Incomplete Partnership. IEEE 
Transactions on Engineering Management, 50, 8-25. 
Fowler, F. J. (2009). Survey Research Methods, Sage. 
Fulton, B. (2003). Leveraging Technology in the Service of Diplomacy: Innovation in the 
Department of State. In: Abramson, M. A. and Morin, T. L. E-government 2003, 
Rowman & Littlefield Publishers Inc., USA. 
Gant, D. B. & Gant, J. P. (2003). Enhancing E-Service Delivery in State Government. In: 
Abramson, M. A. and Morin, T. L. E-government 2003, Rowman & Littlefield 
Publishers Inc., USA. 
Gefen, D., Warkentin, M., Pavlou, P. A. & Rose, G. M. (2002). E-Government Adoption. 
In: 8th Americas Conference on Information Systems, Dallas, USA. 
Ghareeb, E. (2000). “New media and the information revolution in the Arab World: An 
assessment”. The Middle East Journal, vol. 54, no. 3, pp. 395-418. 
Ghauri, P. & Grønhaug, K. (2005). Research Methods in Business Studies: A practical 
guide, Prentice Hall. 
Gil-García, J. R. and Pardo, T. A. (2005). “E-government success factors: Mapping 
practical tools to theoretical foundations.” Government information quarterly, 22(2), 
pp. 187-216. 
Gilbert, D., Balestrini, P. and Littleboy, D., 2004. Barriers and benefits in the adoption of 
e-government. International Journal of Public Sector Management, 17(4), pp.286-
301. 
Gilding, M. & Critchley, C. R., (2003). Technology and Trust: Public Perceptions of 
Technological Change in Australia. Australian Journal of Emerging Technologies 
and Society, Volume 1, pp. 1-17. 
  241 
Goings, D.A.; D. Young & S. H. Hendry (2003). Critical factors in the delivery of E-
government services: Perceptions of technology executives, Communications of the 
International Information Management Association, vol. 3, no.3, pp. 2-15. 
Gomm, R. (2000). Making Sense of Surveys: Using Evidence in Health and Social Care, 
Sage. 
Gordon F. T. (2002). E-government - Introduction, ERCIM News No. 48, January 2002. 
http://www.ercim.org/publication/Ercim_News/enw48/intro.html 
Government of UAE, (2009). UAE Yearbook. [Online]  
Available at: https://www.uaeinteract.com/uaeint_misc/pdf_2009/Arabic-UAE-
Yearbook-2009/index.html[Accessed on 09/12/2012]. 
Graham, S. (1998). The End of Geography or the Explosion of Place: Conceptualizing 
Graham, S., and Marvin, S. (1996). Telecommunications and the City: Electronic 
Spaces,Urban Spaces, Urban Place. London: Routledge 
Grant, J., Shabbir, F., G. & McKechnie, D. S. (2008). The United Arab Emirates: the 
twenty-first century beckons. hunderbird International Business Review, 49(4), pp. 
507-533. 
Griffin, D. & Halpin, E. (2002). Local Government: A Digital Intermediary for the 
Information Age. Information Polity, 7, 217-230. 
Group, M. R., (2000). Benchmarking the eGovernment Revolution report on citizen and 
business demand. Cunningham Communication. 
Group, Oxford Business, (2014). The Report: Dubai 2014. Oxford Business Group. 
Grouscos, D., Lambrou, M., Mentzas, G. & Georgiadis, P. (2003). A Methodological 
Approach for Defining One-Stop E-government Service Offerings. In: E- 
Government Conference, Prague, Czech Republic. 
Guba, E. & Lincoln, Y. (1994) Competing paradigms in qualitative research. Handbook 
of Qualitative Research, 2: 163-194. 
Gulf News, (2014). UAE GDP grows to Dh1.54 trillion in 2014. [Online]  
Available at: http://gulfnews.com/business/economy/uae-gdp-grows-to-dh1-54-
trillion-in-2014-1.1433638 [Accessed on 10/6/2015]. 
Gulf News. (2013). Dubai e-Government renamed Dubai Smart-Government. [Online] 
Available at: http://gulfnews.com/business/economy/dubai-e-government-renamed-
dubai-smart-government-1.1199985 [Accessed on 10/6/2015]. 
  242 
Gupta, M. P. & Jana, D. (2003). “E-government evaluation: a framework and case 
study”, in Government Information Quarterly, 20(4), pp. 365-387. 
Hartono, E., Holsapple, C.W., Kim, K.Y., Na, K.S. and Simpson, J.T., (2014). Measuring 
perceived security in B2C electronic commerce website usage: A respecification and 
validation. Decision Support Systems, 62, pp.11-21. 
Hashim, H., Lin, A. and Foster, J. (2016). Barriers surrounding e-government 
implementation: A case study of Government to Business (G2B) system. 
In Communication, Management and Information Technology: Proceedings of the 
International Conference on Communication, Management and Information 
Technology (Iccmit 2016) (pp. 295-298).  
Heeks, R. (2002) “Benchmarking E-government: Improving the National and 
International Measurement, Evaluation and Comparison of E-government”, paper 
No. 18. 
Heeks, R. (2003). Most eGovernment-for-Development Projects Fail: How Can Risks be 
Reduced?” igovernment Working Paper Series, Paper no. 14. 
Heeks, R. (2004). ‘eGovernment as a Carrier of Context’. I-Government Working Paper 
No.15, Institute for Development Policy and Management, University of 
Manchester, Manchester, U.K. 
Heeks, R. (2007). Impact assessment of ICT4D projects: a partial review of 
frameworks.Manchester: Institute for Development Policy and Management. 
Heeks, R., (2005). Implementing and managing eGovernment: an international text. 
Sage. 
Heeks, R., (2008). Success and Failure in eGovernment Projects. [Online]  
Available at: http://www.egov4dev.org/success/techniques/idfailure.shtml [Accessed 
on 29/12/2014]. 
Heidegger, M. (1978). The Question Concerning Technology, Basic Writings, Routledge, 
London, pp307-42. 
Heiman, D. (2003). Public-Sector Information Security: A Call to Action for Public- 
Sector CIOs. In: Abramson, M. A. and Morin, T. L. E-government 2003, Rowman & 
Littlefield Publishers Inc., USA. 
  243 
Ho, A. T., & Ni, A. Y., (2004). Explaining the adoption of E-government features a case 
study of Iowa county treasurers’ offices. the American Review of Public 
Administration, 34(2), pp. 164-180. 
Hofstede, G. (1980). Culture’s consequences: International Differences in Work-related 
Values, Sage Publications: California. 
Holden, S. H. & Fletcher, P. D. (2001). Introduction to a symposium on international 
applications of electronic government (E-government): Research, practice, and 
issues. Government Information Quarterly, 18, 75-77. 
Holmes, D., (2001). ‘eGov: eBusiness Strategies for Government,’ Nicholas Brealey 
Publishing, London 
Holzer, M., & Kim, S. T. (2006). Digital governance in municipalities worldwide : a 
longitudinal assessment of municipal websites throughout the world. 
 https://home.kpmg.com/ae/en/home/insights/2015/07/dubai---a-new-paradigm-for-
smart-cities---2015.html [Accessed on 28/2/2017] 
Hussey, J. & Hussey, R. (1997). Business Research: A practical guide for undergraduate 
and postgraduate students, Macmillan. 
IBP Inc, (2012). UAE Country Study Guide Volume 1 Strategic Information and 
Developments.International Business Press. 
Irvin, R. A. & Stansbury, J., (2004). Citizen Participation in Decision-Making: Is it 
Worth the Effort?. Public Administration Review, 64(1), pp. 55-65. 
Jaeger, P. T. & Thompson, K.M. (2003). “E-government around the world: lessons, 
challenges, and future directions”. Government information quarterly, Vol.20, 
pp.389- 394. 
Jakka, A. (2004). Client-Quality dimensions: Empirical evidence from the public sector 
of the United Arab Emirates. Public Organisation Review, 4 3: 239-257. 
Jankowicz, A. (2005). Business Research Projects, Cengage Learning EMEA. 
Janssen, M. & Kuk, G., (2007). E-government Business Models for Public Service 
Networks. International Journal of Electronic Government Research (IJEGR), 3(3), 
pp. 54-71. 
Janssen, S. R, and Snijkers, K. (2004). If you measure it, they will score: An Assessment 
of International Egovernment Benchmarking, Information Polity, vol. 9, no. 3-4, pp. 
121-130. 
  244 
Jing, F. and Wenting, Y., (2014). A study of G2C e-government citizen's satisfaction: 
Perspectives of online service quality and offline service quality. In Service Systems 
and Service Management (ICSSSM), 2014 11th International Conference on (pp. 1-
5). IEEE. 
Johnson, C. L. (2003). Financing and Pricing E-Service. In: Abramson, M. A. and Morin, 
T. L. E-government 2003, Rowman & Littlefield Publishers Inc., USA. 
Joyce Fortune & White, D., (2006). Framing of project critical success factors by a 
systems model. International Journal of Project Management, January, 24(1), pp. 
53-65. 
Kamoun, F. and Basel Almourad, M., (2014). Accessibility as an integral factor in e-
government web site evaluation: The case of Dubai e-government. Information 
Technology & People, 27(2), pp.208-228. 
Ke Weiling & Wei K. K. (2004). “Successful E-government in Singapore”, 
Communication of the ACM, Vol.47, Issue 6. 
Keen, M., & Klahr, P. (1991). Successful Applications Throughout The Manufacturing 
Lifecycle. Cambridge University Press. 
Kemp, R., Loorbach, D., & Rotmans, J. (2007). Transition management as a model for 
managing processes of co-evolution towards sustainable development. The 
International Journal of Sustainable Development & World Ecology, 14(1), 78-91. 
Kim, S. and Lee, J., 2012. E participation, transparency, and trust in local 
government. Public Administration Review, 72(6), pp.819-828. 
Klein, J.T. (2007). Interdisciplinary Approaches in Social Science Research. In 
Outhwaite, W. Turner, S. P. (Eds). The Sage Handbook of Science and 
Methodology.  London: Sage Publications Limited 
Kostopoulos, G., (2003). E-government In The Arabian Gulf: A Vision Towards Reality. 
American University of Sharjah. 
Kothari, C. R., (2004). Research Methodology: Methods and Techniques. New Age 
International. 
KPMG (2015). Dubai - a new paradigm for smart cities – 2015. [Online] Available at: 
https://assets.kpmg.com/content/dam/kpmg/pdf/2016/04/the-future-of-cities-
creating-a-vision.pdf [Accessed on 8/7/2017]. 
  245 
Krishna, S. & Walsham, G. (2005). “Implementing Public Information Systems in 
Developing Countries: Learning from a Success Story”, Information Technology for 
Development, Vol. 11 (2), pp. 123-140. 
Kumar, V. (2000) International Marketing Research, Prentice Hall. 
Kuo, Y. (2003). A Study on service quality of virtual community websites, Total Quality 
Management & Business Excellence, vol. 14, no. 4, pp. 461-474. 
Kurfalı, M., Arifoğlu, A., Tokdemir, G. and Paçin, Y., 2017. Adoption of e-government 
services in Turkey. Computers in Human Behavior, 66, pp.168-178. 
Lam, Wing. (2005). “Barriers to E-government integration”, Journal of Enterprise 
Information Management, Vol. 18, No. 5, pp.511-530. 
Layne, K. and Lee, J.W. (2001). “Developing Fully Functional E-government: A Four 
Stage Model,” Government Information Quarterly, vol. 2, pp.122-36.  
Lei, J., Shen, J. & Johnson, L., (2014). Digital Technologies and Assessment in the 
Twenty-First-Century Schooling. In: M. P. Mueller, D. J. Tippins & A. J. Stewart, 
eds. Assessing Schools for Generation R (Responsibility) - Contemporary Trends 
and Issues in Science Education. Springer Netherlands, pp. 185-200. 
Lenk, K. & Traunmüller, R. (2000). “A Framework for Electronic Government”, in 
Proceedings ofDEXA 2000, pp.340-345. 
Leonard, D. & McAdam, R. (2002). The strategic impact and application of the business 
excellence model: implications for quality training and development. Journal of 
European Industrial Training, 26 1: 4-13. 
Lin, C. C. (2003). A Critical Appraisal of Customer Satisfaction and E-commerce. 
Managerial Auditing Journal, 18, 202-212. 
Lindquist, E. A., Vincent, S. & Wanna, J., (2013). Putting Citizens First: Empowerment 
in Policy and Service Delivery for the 21st Century. ANU E Press. 
Long, S., (2012). Virtual Work and Human Interaction Research. IGI Global. 
Looney, R. E., (1991). The viability of Arab Gulf industrial development: the relative 
importance of linkages versus size effects. Economia Internazionale/International 
Economics, 44(2-3), pp. 228-243. 
Loukis, E. & Charalabidis, Y., (2011). Why do eGovernment Projects Fail? Risk Factors 
of Large Information Systems Projects in the Greek Public Sector: An International 
  246 
Comparison. International Journal of Electronic Government Research (IJEGR), 
7(2). 
Low, L., (2012). Abu Dhabi’s Vision 2030: An Ongoing Journey of Economic 
Development. World Scientific. 
Low, S. P. and Shi, Y. (2001). Cultural influences on organisational processes in 
international projects: Two case studies. Work Study, 50, 276-285. 
Lowe, S. (1998). Culture and network institutions in Hong Kong: a hierarchy of 
perspectives. A response to Wilkinson: ‘Culture, institutions and business in East 
Asia’. Organisation studies, 19(2), 321-344. 
Madichie, N.O. and Al Athmay, A.A.A.R.A., 2013. An initial assessment of e-
governance and public sector marketing in the UAE. International Journal of 
Business and Emerging Markets, 5(3), pp.234-253. 
Maheshwari, B., (2008). E-government Portal Effectiveness: Managerial Considerations 
for Design and Development. [Online] Available at: 
http://www.researchgate.net/publication/249711109_Egovernment_Portal_Effective
ness_Managerial_Considerations_for_Design_and_Development[Accessed on 
29/03/2011]. 
Manoharan, A., (2012). Active Citizen Participation in E-government: A Global 
Perspective: A Global Perspective. IGI Global. 
Mansoori, H., Ali, A. B., & al Hassan, M. K. (2016) Nature and Quality of Smart 
Government Services: The Case of the UAE. International Journal of Enhanced 
Research in Science, Technology, & Engineering. 5(1): 2319 - 7463  
Mansour, A. M. E., (2008). The Impact of Privatization on United Arab Emirates Federal 
Public Sector. International Public Management Review, 9(2), pp. 66-89. 
Marczyk, G. R., DeMatteo, D. & Festinger, D., (2005). Essentials of research design and 
methodology. John Willey & Sons. 
Martinez-Lorente, A., Sanchez-Rodriguez, C. & Dewhurst, F. (2004). The effect of 
information technologies on TQM: An initial analysis. International Journal of 
Production Economics, 89 1: 77-93 
Maxwell, J. A. (2012). Qualitative research design: An interactive approach (Vol. 41). 
Sage publications. 
  247 
McConnell, (2011). Ready? Net Go!. [Online] Available at: 
http://www.witsa.org/papers/e-readiness2.pdf[Accessed on 28/12/2014]. 
McGowan, A. S. (1997). Satisfaction with activity-based ncost management 
implementation. Journal of Management Accounting Research, 9, 217-237. 
Meftah, M., Gharleghi, B. and Samadi, B., (2015). Adoption of E-Government among 
Bahraini Citizens. Asian Social Science, 11(4), p.141. 
Meijer, A., (2015). E-governance innovation: Barriers and strategies. Government 
Information Quarterly, 32(2), pp.198-206. 
Middleton, M.R. (2000). “Approaches to evaluation of websites for public sector 
services”,IADIS Conference on e-Society, Lisbon, Portugal. Theresa A. Pardo, 
“Realizing the Promise of Digital Government: It’s More than building a Web Site”, 
Centre of Technology in Government, University of Albany. 
Miles, M.B., and Huberman, A. M. (1984). Qualitative Data Analysis. Beverely Hills: 
Sage Publications Ltd. 
Miller, B., (2013). Is Technological Change Speeding Up? How Can You Tell? - See 
more at: http://www.innovationfiles.org/is-technological-change-speeding-up-how-
can-you-tell/#sthash.WGWWLxrX.dpuf. [Online] Available at: http:// 
www.innovationfiles.org/is-technological-change-speeding-up-how-can-you-tell/ 
[Accessed on 28/2/2017]. 
Mishra, A. and Mishra, D., (2012). E-government: exploring the different dimensions of 
challenges, implementation, and success factors. ACM SIGMIS Database, 42(4), 
pp.23-37. 
Mohammad, H.,Almarabeh, T. &Abu, A. A. (2009). “E-government in Jordan”, 
European Journal of Scientific Research, Vol.35 No.2, pp.188-197. 
Montanari, R., & Bottani., E. (2015). Improving the efficiency of public administrations 
through business process reengineering and simulation. Business Process 
Management Journal, 21(2), 419-462.  
Moon, M. J., (2002). “The Evolution of E-government Among Municipalities: Rhetoric 
or Reality?”, Public Administration Review, 62:4, 424-433 
Moshref, M. & Gharakani, A., (2008). Evaluating Iran’s progress in ICT sector using e-
Readiness Index, A system Dynamics Approach. pp. 1-23. 
  248 
Mpinganjira, M., (2006). E-government project failure in Africa: Lessons for Reducing 
Risks. 
 Muller, S. D., & Skau, S. A. (2015). Success factors influencing implementation of e-
government at different stages of maturity: a literature review. International Journal 
of Electronic Governance, 7(2), 136-170. 
Murphy, J.T. (2006). Building trust in economic space. Progress in Human Geography, 
30(4), pp.427-450. 
Mustafa, A. & Mansour, E. (2008). The impact of privatization on the United Arab 
Emirates (UAE) federal public sector. International Public Management Review, 9 
2: 66-89. 
Mutula, S. M., (2009). Digital Economies: SMEs and E-Readiness: SMEs and E-
Readiness. IGI Global. 
Mutula, S. M., & Mostert, J. (2010). Challenges and opportunities of e-government in 
South Africa. The Electronic Library, 28(1), 38-53. 
Nair, H., Pradeep Chintagunta and Jean Pierre Dubé (2004). “Empirical Analysis of 
Indirect Network Effects in the Market for Personal Digital Assistants,” Quantitative 
Marketing and Economics 2(1), 23-58.  
Napitupulu, D., (2014). The Critical Success Factors Study for E-government 
Implementation. International Journal of Computer Applications, 89(16), pp. 23-32. 
Nasir, M. H. & Sahibuddin, S., (2011). Critical success factors for software projects: A 
comparative study. Scientific Research and Essays, 18 May, 6(10), pp. 2174-2186. 
Ndou, V. (2004). E-Government for Developing Countries: Opportunities and 
Challenges. The Electronic Journal of Information Systems in Developing Countries, 
18(1), 1-24. 
Neergaard, H., & Ulhøi, J. P. (2006). Government agency and trust in the formation and 
transformation of interorganizational entrepreneurial networks.Entrepreneurship 
Theory and Practice, 30(4), 519-539. 
Nica, E. and Potcovaru, A.M., (2015). Effective M-Government Services and Increased 
Citizen Participation: Flexible and Personalized Ways of Interacting with Public 
Administrations. Journal of Self-Governance and Management Economics, 3(2), 
pp.92-97 
  249 
NOIE (2002). Improving Confidence, Trust and Security [Online] Available at 
:http://www.noie.gov.au/projects/confidence/Improving/index.htm [Accessed on 
13/7/2011]. 
NOIE (2003). E-government Benefits Study - Agency Case Studies, Commonwealth of 
Australia, Canberra. 
Norris, D. F., (2007). Current Issues and Trends in E-government Research. Idea Group 
Inc (IGI). 
Nulty, D. D. (2008). The adequacy of response rates to online and paper surveys: What 
can be done? Assessment & Evaluation in Higher Education, 33, 301–314.  
Nunnally, J. (1978). Psychometric Theory. McGraw-Hill. 
Nyrhinen, M. (2006). IT Infrastructure: Structure, Properties and Processes. Finland: 
Helsinki School of Economics. 
OECD, (2001). The Hidden Threat to E-government. [Online]  
Available at: http://www.firma-facile.it/wp-content/uploads/1901677.pdf[Accessed 
on 23/2/2011]. 
OECD, (2003). OECD E-government Studies OECD E-government Studies: Finland 
2003. OECD Publishing. 
Omari, A., (2013). Technology adoption in the Arabian Gulf countries: The case of e-
Government. International Journal of Computer Science, Engineering and 
Information Technology, 3(3), pp.1-8. 
Onwuegbuzie, A. and Teddlie, C. (2003). ‘A framework for analyzing data in mixed 
methods research’ in A. Tashakkori & C. Teddlie (eds.), Handbook of Mixed 
Methods in Social and Behavioral Research, Sage, pp. 351-383. 
Pardo, T. (2000). “Realizing the promise of digital government:It’s more than building a 
web site”, Center for technology in government, Univeristy at Albany, [Online] 
Available at: http://www.netcaucus.org/books/egov2001/pdf/realizin.pdf[Accessed 
on 12/6/2011]. 
Parent, M., Vandebeek, C. A. & Gemino, A. C. (2004). Building Citizen Trust Through 
E-government. In: the 37th Hawaii International Conference on System Sciences, 
Big Island, Hawaii. 
Patton, M. (2002). Qualitative Research and Evaluation Methods, Sage. 
  250 
Patton, M.Q., (2005). Qualitative research. John Wiley & Sons, Ltd. 
Paul, D. L., & McDaniel Jr, R. R. (2004). A field study of the effect of interpersonal 
trust on virtual collaborative relationship performance. MIS quarterly, 183-227. 
Pena-López, I. (2016). UN e-Government Survey 2016. E-Government in Support of 
Sustainable Development. 
Pennell, S., Ewing-Taylor, J., Crowther, D. & Case, R., (2015). Technology Integration 
in a Professional Development Program for Paraprofessionals Working with ELLs. 
Las Vegas,, Association for the Advancement of Computing in Education (AACE), 
Chesapeake, VA, pp. 1098 - 1103. 
PEW Research Center, (2010). Millennials: Confident. Connected. Open to Change. 
[Online] Available at: http://www.pewsocialtrends.org/2010/02/24/ millennials-
confident-connected-open-to-change/[Accessed on 29/12/2010]. 
Poon, S., (2002). ESDLife of Hong Kong E-government Application with an E-Business 
Spirit.. Dallas, 8th Americas Conference on Information Systems. 
Qatar Gov (2004) Qatar E-government and Ministry of Civil Service & Housing Launch 
E-Employment Service. [Online] Available at: 
http://www.e.gov.qa/eGovPortal/infocenter/pressRelease/en/e-Employment- e.pdf 
[Accessed on 5/12/2011]. 
Quinones, C. and Kakabadse, N.K., (2015). Self-concept clarity, social support, and 
compulsive Internet use: A study of the US and the UAE. Computers in Human 
Behavior, 44, pp.347-356 
Ramadhan, A., Sensuse, D. I., Muladno & Arymurthy, A. M., (2013). Synthesizing 
Success Factors for E-government Initiative. Research Journal of Applied Sciences, 
Engineering and Technology, 6(9). 
Reddick, C. G. (2004). Empirical models of E-government growth in local governments. 
E-Service Journal, 3, 59-84. 
Reddick, C. G., (2010). Comparative E-government. Springer Science & Business 
Media. 
Rees, C. J. & Althakhri, R. A., (2008). Organisational change strategies in the Arab 
region: A review of critical factors. Journal of Business Economics and 
Management, 9(2), pp. 123-132. 
  251 
Reiche, D., (2010). Renewable energy policies in the Gulf countries: A case study of the 
carbon-neutral “Masdar City” in Abu Dhabi. Energy Policy, 38(1), pp. 378-382. 
Remenyi, D. & Williams, B. (1998). Doing Research in Business and Management: An 
introduction to process and method, Sage. 
Riley, T.B., (2000). Electronic governance and electronic democracy: Living and 
working in the wired world. London: Commonwealth Secretariat. 
Rimmer, J. (2003). Measuring the impact and benefits of eGovernment . Stockholm: 
Cisco Public Services Summit. 
Robbins, S. P., Bergman, R., Stagg, I. & Coulter, M. (2000). Management, Prentice Hall 
of Australia, Sydney. 
Robson, C. (2002). Real World Research: A resource for social scientists and 
practitioner-researchers, Wiley-Blackwell. 
Rose, J., Persson, J.S., Heeager, L.T. and Irani, Z., (2015). Managing e-Government: 
value positions and relationships. Information Systems Journal, 25(5), pp.531-571. 
Roy, J., (2003). The relational dynamics of e-governance: A case study of the city of 
Ottawa. Public Performance & Management Review, 26(4), pp.391-403. 
Rufín, R., Belanger, F., Molina, C.M., Carter, L. and Figueroa, J.C.S., (2014). A cross-
cultural comparison of electronic government adoption in Spain and the 
USA. International Journal of Electronic Government Research (IJEGR), 10(2), 
pp.43-59 
Ryan, G.W. and Bernard, H.R., (2003). Techniques to identify themes. Field 
methods, 15(1), pp.85-109. 
Sahraoui, S. (2007). E-inclusion as a further stage of e-government. Transforming 
Government: People, Process and Policy, 1(1), 44-58. 
Sahu, G. P., (2009). E-government Development and Diffusion: Inhibitors and 
Facilitators of Digital Democracy: Inhibitors and Facilitators of Digital 
Democracy. IGI Global. 
Salama, S. (2010). Mohammad Honours Top Achievers, UAE Government, Gulf 
News.[Online] Available 
at:http://gulfnews.com/mobile/news/gulf/uae/government/mohammadhonourstop-
achievers-1.715778 [Accessed on 27/11/2010]. 
  252 
Salamon, G., and Storey, J. (2002). Managers Theories about the Process of Innovation. 
Journal of Management Studies, 39(2): 148-165 
Salem, F. (2009). Cross-Agency Collaboration in the UAE Government: The Role of 
Trust and Impact of Technology. DSG Report, Dubai School of Government. 
Salem, F. & Jarrar, Y (2009). “Cross-Agency Collaboration in the UAE Government: 
The Role of Trust and Impact of Technology. Policy Paper, Dubai School of 
Government. 
Salem, F., (2007). Enhancing trust in e-voting through knowledge management: The 
case of the UAE. MANAGING KNOWLEDGE TO BUILD TRUST IN 
GOVERNMENT, H. Qian, M. Mimicopoulos, H. Yum, eds., New York, United 
Nations Department of Economic and Social Affairs (UNDESA). 
Sanchez, A. D., Koh, C. E., Kappelman, L. A. & Prybutok, V. R. (2003). The 
Relationship Between IT for Communication and E-government Barriers. In: Ninth 
Americas Conference on Information Systems, Tampa, Florida, USA, 835- 844. 
Saunders, M., Lewis, P. and Thornhill, A. (2009). Research Methods for Business 
Students, Prentice Hall. 
Saunders, M., Lewis, P. and Thornhill, A. (2012). Research Methods for Business 
Students. Pearson Education Ltd., Essex, UK. 
Savoldelli, A., Codagnone, C. and Misuraca, G., (2014). Understanding the e-
government paradox: Learning from literature and practice on barriers to 
adoption. Government Information Quarterly, 31, pp.S63-S71. 
Seifert, J. W., (2003). “A primer on E-government: Sectors, stages, opportunities, and 
challenges of online governance". Report for congress. 
Seifert, J.W. and Petersen, R.E. (2001). “The promise of all things E? Expectations and 
implications of electronic government”.[Online] Available at: 
http://csab.wustl.edu/workingpapers/Seifert_Petersen.pdf [Accessed on 29/12/2010]. 
Sekaran, U. (2003). Research Methods for Business: A Skill Building Approach. John 
Wiley & Sons. 
Shackleton, P., Fisher, J., & Dawson, L. (2004). “Evolution of Local Government E-
Services: the applicability of e-business Maturity models”, in Proceedings of the 
37th Hawaii International Conference on System Science - 2004 IEEE. 
  253 
Shuhaibar, K. Y. (2004). IT Diffusion: e-Commerce, e-Business & E-government. 
[Online]. Available at: 
http://www.american.edu/initeb/ks2092a/index_files/Page502.htm [Accessed on 
06/12/2014]. 
Silcock, R., (2001). What is E-government?. Hansard society for parliamentary 
government 2001 parliamentary affairs, Volume 54, pp. 88-101. 
Silverman, D. (1970). The Theory of Organisations. London: Heinemann 
Silverman, D. (2005). Doing Qualitative Research: A practical handbook, Sage. 
Simmons, M., (2000). E-government faces barriers. [Online]  
Available at: http://www.computerweekly.com/feature/E-government-faces-
barriers[Accessed on 18/12/2013]. 
Singh, S. a. L. T., (2002). The Use of Government Electronic Service Delivery: The 
Australian Experience. Pacific Telecommunications Council, pp. 1-6. 
Smith, I. (2011). Organisational quality and organisational change: Interconnecting 
paths to effectiveness. Library Management, 32 1/2: 111-128. 
Snead, J.T. and Wright, E., (2014). E-government research in the United 
States. Government Information Quarterly, 31(1), pp.129-136 
Solano, S.E., Casado, P.P. and Ureba, S.F., (2017). Smart Cities and Sustainable 
Development. A Case Study. In Sustainable Smart Cities (pp. 65-77). Springer 
International Publishing. 
Soltani, E. (2003). Towards a TQM-driven HR performance evaluation: An empirical 
study. Employee Relations, 25 4: 347-370. 
Soltani, E., Van der Meer, R., Williams, T. & Lai, P. (2006). The compatibility of 
performance appraisal systems with TQM principles: Evidence from current 
practice. International Journal of Operations & Production Management, 26 1: 92-
112. 
Somers, T. M. &. Klara, N. (2001). The impact of critical success factors across the 
stage of ERP Implementation. Washington, IEEE. 
Sonia & Kumar, S., (2011). E-government: A Futuristic Endeavor for Digitalizing India. 
International Journal of Computer Science and Information Technologies, Volume 
2, pp. 646-650. 
  254 
Sørnes, J.-O., Stephens, K., Sætre, A. S., & Browning, L. (2004). The Reflexivity 
between ICTs and Business Culture: Applying Hofstede’s Theory to Compare 
Norway and the United States. Informing Science Journal, 7(1), 1-30. 
SQW (2005). UK Online Centres and E-government.[Online] Available at: 
http://www.sqw.co.uk/pdfs/UKOnlineCentres-FullReport.pdf[Accessed on 
20/12/2005]. 
Stowers, G. N. (2003). The State of Federal Websites: The Pursuit of Excellence. In: 
Abramson, M. A. & Morin, T. L. E-government 2003, Rowman & Littlefield 
Publishers Inc., USA. 
Strauss, A., & Corbin, J. (1990). Basics of qualitative research: Grounded theory 
procedures and techniques. Newbury Park, CA: Sage. 
Stylianou, A. C., Robbins, S. S., & Jackson, P. (2003). Perceptions and attitudes about e-
commerce development in China: An exploratory study. Journal of Global 
Information Management (JGIM), 11(2), 31-47. 
Suárez-Barraza, M. and Ramis-Pujol, J. (2010). Implementation of Lean-Kaizen in the 
human resource service process: A case study in a Mexican public service 
organisation. Journal of Manufacturing Technology Management, 21 3: 388- 410. 
Swanson, S. (2002). The E-government Challenge: About 60% of E-government 
initiatives fail, according to Gartner analysis. Information Week, May 7, 109. 
Swartz, N. (2003). British slow to use E-government services. Information Management 
Journal, 37, 7. 
Tarí, J. (2008). Self-assessment exercises: A comparison between a private sector 
organisation and higher education institutions. International Journal of Production 
Economics, 114 1: 105-118. 
Tarí, J. (2010). Self-assessment processes: The importance of follow-up for success. 
Quality Assurance in Education, 18 1: 19-33. 
Tashakkori, A. & Teddlie, C. (1998). Mixed Methodology: Combining Qualitative and 
Quantitative Approaches, Sage. 
Tashakkori, A. & Teddlie, C. (2003). Handbook of Mixed Methods in Social & 
Behavioral Research, Sage. 
  255 
Taylor, W. J., Zhu, G., Dekkers, J. & Marshall, S. (2003). Socio-Economic Factors 
Affecting Home Internet Usage Patterns in Central Queensland. In: Informing 
Science, 6, 233-246. 
Teicher J., Hudges, O. & Dow, N., (2002). “E-government: anew route to public sector 
quality”, Managing service quality, Vol. 12, No. 2, pp.384-393. 
The Audit Office of New South Wales (2001). Official website [Online] Available at: 
http://www.audit.nsw.gov.au/ArticleDocuments/133/88_E_ 
Government.pdf.aspx?Embed=Y [Accessed on 22/4/2012]. 
Thomas, M., (2011). Deconstructing Digital Natives: Young People, Technology, and 
the New Literacies. New York: Taylor & Francis. 
Turban, E., Lee J., King, D., Chung, H. M. (2000). Electroinc Commerce: Managerial 
Perspective, International ed., US, Prentice Hall International INC. 
Turner, S. P. (2007). The Sage Handbook of Science and Methodology.  London: Sage 
Publications Limited 
UAE Ministry of Economy, (2008). Annual report disclosure in a developing country: 
The case of the UAE.. Advances in Accounting, pp. 93-100. 
UN World Public Sector Report, (2003): E-government at the Crossroads, October 2003. 
[Online]. Available at: 
https://publicadministration.un.org/publications/content/PDFs/E-
Library%20Archives/World%20Public%20Sector%20Report%20series/World%20P
ublic%20Sector%20Report.2003.pdf [Accessed on 28/2/2017] 
UN, (2004). Implementing E-government: Report of the Regional Workshop, United 
Nations. [Online] Available at: 
https://www.adb.org/sites/default/files/publication/159389/adbi-implementing-e-
government-report-regional-workshop.pdf [Accessed on 25/4/2013] 
UN, (2012). E-government Survey “E- Government for the people”, [Online] Available 
at: https://publicadministration.un.org/egovkb/Portals/egovkb/Documents/un/2012-
Survey/unpan048065.pdf [Accessed on 22/2/2015]   
UN/ASPA. (2001). Global Survey of E-Government. New York: United 
Nations/American Society for Public Administration. 
UNES, (2012). Implementing smart government: Report of the Regional Workshop. New 
York: United Nations. [Online] Available at: 
  256 
https://www.adb.org/sites/default/files/publication/159389/adbi-implementing-e-
government-report-regional-workshop.pdf [Accessed on 28/2/2017] 
UNESCO, (2005). E-government Toolkit. [Online] Available at: 
http://omec.uab.cat/Documentos/mitjans_dem_gov/0138.pdf [Accessed on 21 
/3/2015]. 
UNPAN, (2005). Global Readiness Report: From eGovernment to eInclusion. [Online]. 
Available at: http://www.unpan.org/egovkb/global_reports/05report.htm.[Accessed 
on 15/5/2015]. 
UNPAN, (2015). E-government for the Future We Want. [Online]  
Available at: http://www.unpan.org/egovkb/global_reports/08report.htm 
[Accessed on 15/5/2015]. 
UNPAN, (2014). United Nations E-government Survey 2014, New York: UN PAN. 
UNPAN. (2004). United Nations Global E-Government Readiness Report. New York: 
UNPAN - United Nations Public Administration Network. 
USAID, (2005). Jordan’s Government enters the High-Tech Age Challenge. [Online]. 
Available at: http://www.usaid.gov/stories/jordan/cs_jordan_egov.pdf [Accessed on 
06/12/2012]. 
Valentine, N., (2004). E-government for developing countries: opportunities and 
challenges. The electronic journal on information systems in developing countries, 
18(1), pp. 1-24. 
Vassilakis, C., Laskaridis, G., Lepouras, G., Rouvas, S. &Georgiadis, P. (2003). “A 
framework for managing the lifecycle of transactional E-government services”, in 
Teleinformatics and Informatics, 20(4), pp. 315-329. 
Vidich, A. J., & Lyman, S. M. (1994). Qualitative methods: Their history in sociology 
and anthropology. Handbook of qualitative research, 2, 37-84. 
Wahid, R. and Corner, J. (2009). Critical success factors and problems in ISO 9000 
maintenance. International Journal of Quality & Reliability Management, 26 9: 881-
893. 
Wang, L., Bretschneider, S., & Gant, J. (2005). “Evaluating Web-based E-government 
services with a citizen-centric approach”, in Proceedings of the 38th Hawaii 
International Conference on System Science - 2005. IEEE. 
  257 
Weerakkody, V. & Choudrie, J. (2005). Exploring E-government in the UK: Challenges, 
Issuesand Complexities. Journal of Information Science and Technology, 2, 26-44. 
Weerakkody, V. & Dhillon, G., (2009). Moving from E-government to T-Government. 
In: C. G. Reddick, ed. Handbook of Research on Strategies for Local E-government 
Adoption and Implementation: Comparative Studies: Comparative Studies. IGI 
Global, pp. 1-16. 
Welch, E. W., Hinnant, C. C., & Moon, M. J. (2005). Linking citizen satisfaction with e-
government and trust in government. Journal of public administration research and 
theory, 15(3), 371-391. 
Whitson, T. L., & Davis, L., (2001). “Best Practices in Electronic Government: 
Comprehensive Electronic Information Dissemination for Science and Technology”, 
Government Information Quarterly 18 79-91. 
Wilford, S. (2004). E-government: Participation or Panopticon. University of the 
Aegean. ETHICOMP, 2. 
Willen, B., Massa, A. & Zuazua, M., (2014). Agile Government: A Citizen-Centric 
Approach to Growth. [Online] Available at: http://www.atkearney.nl/public-
sector/feature-article/-/asset_publisher/S5UkO0zy0vnu/content/agilEgovernment-a-
citizen-centric-approach-
togrowth/10192?_101_INSTANCE_S5UkO0zy0vnu_redirect=%2Fpublic-
sector.[Accessed on 7/5/2015]. 
Wirtz, B.W., Weyerer, J.C., Thomas, M.J. and Möller, A., (2017). Despite its increasing 
importance and beneficial outcomes, e-government still has not been fully 
implemented. Previous literature has scarcely been able to provide a holistic 
explanation for this research issue. In this study we identify drivers of and barriers to 
e-government implementation and empirically examine these aspects. This paper 
contributes to the e-government literature by presenting... Public Organization 
Review, 17(1), pp.101-120. 
Wong, M. S., Hideki, N. &George, P., (2011). The use of importance-performance 
analysis (IPA) in evaluating Japan's E-government services.. Journal of Theoretical 
and Applied Electronic Commerce Research, 6(3), pp. 17-30. 
World Bank, (2002). E-government Handbook. [Online] Available at: http:// 
documents.worldbank.org/curated/en/2002/11/5732214/E-government-handbook -
  258 
developing-countries-E-government-handbook-developing-countries-projectinfo 
dev-center-democracy-technology [Accessed on 15/6/2015]. 
World Economic Forum,  (2009). Global Competiveness Report 2009-2010. [Online] 
Available at: 
http://www3.weforum.org/docs/WEF_GlobalCompetitivenessReport_2009-10.pdf 
[Accessed on 23/12/2011]. 
World Markets Research Centre. Global E-government Survey, (2001). 
Xiong, J.A (2006). “Current status and needs of Chinese E-government users”, Emerald 
Group Publishing Limited, The Electronic Library Vol. 24 No. 6, pp. 747-762 
Yaseen, H., Dingley, K. and Adams, C., (2016). An Empirical Study of Factors 
Influencing E-Commerce Customers’ Awareness in Jordan. Technical Co-Sponsored 
by IEEE UK/RI Computer Chapter, 18(24), p.63. 
Yen, David & Evans, Donna (2005). “E-government: evolving relationship of citizens 
and government, domestics and international development”, Government 
information quarterly. 
Yin, R. (2003) Case Study Research: Design and methods, Applied Social Research 
Methods Series. Routledge. 
Yin, R. K. (2011). Qualitative Research from Start to Finish. London: Guilford Press. 
Zairi, A, T., and Alshawi, S. M, (2006), November. Critical success factors of e-
government: A proposed model for e-government implementation. In Innovations in 
Information Technology, 2006 (pp. 1-5).  
Zakareya E.& Zahir, I., (2005). E-government adoption: architecture and barriers. 
Business process management journal, 11(5), pp. 589-611. 
Zakaria, M.R., (2015). Towards categorizing e-government services: the case of 
Egypt. International Journal of Business Research and Development (IJBRD), 3(3). 
Zaman, N. U., (2011). Social Security in UAE. Scholarly Essay - grain. 
Zhao, F., José Scavarda, A., & Waxin, M. F., (2012). Key issues and challenges in e-
government development: An integrative case study of the number one eCity in the 
Arab world. Information Technology & People, 25(4), 395-422. 
  259 
Ziemba, E., Papaj, T. & Żelazny, R., (2013). A model of success factors for e-
government adoption - the case of poland. Issues in Information Systems, 14(2), pp. 
87-100. 
Ziemba, E., Papaj, T., Żelazny, R. and Jadamus-Hacura, M., (2016). Factors influencing 
the success of e-government. Journal of Computer Information Systems, 56(2), 
pp.156-167 
Zwane, D., (2002). Role of E-government is Customer Focus. Comtex, May 23, 2002. 
 
  
  260 
BIBLIOGRAPHY 
Abdulla, M. I. (1991). Advanced means of preparing the public budget and their 
utilisation in Modernising the public bud get in the United Arab Emirates. Ph.D. 
Thesis, Exeter University, p.28. 
Abdullah, A. (2010) Measuring TQM implementation: a case study of Malaysian SMEs. 
Measuring Business Excellence, 14 3: 3-15. 
Abu Dhabi Award of Excellence Performance [ADAEP], (2007) Award Program 
Handbook [Online] Available at: http://www.adaep.ae/sites/epa/ 
Arabic/PublishingImages/Award%20program%20-%20book1-english.pdf. 
[Accessed on 29/12/2010]. 
Abu Dhabi Department of Finance [ADDF], (2010). MTEF Development in Abu Dhabi, 
Abu Dhabi: ADDF Fiscal Police Unit. 
Ajman Excellence Program, (2008). Official Amiri Decree.[Online] Available at: 
http://ajep.gov.ae/index.php?option=com_content&view=article&id=54&Itemid=37. 
[Accessed on 29/12/2010]. 
Al Abed, I., Hellyer, P., Vine, P., & Vine, P. (eds.) (2008). United Arab Emirates Year 
Book 2008. London: Trident Press Ltd. 
Al-Maktoum, M. B., (2007). Statements and Quotes, Media Centre, Official Website of 
the Prime Minister of the UAE.[Online] Available at 
:http://uaepm.ae/en/media/statements-and-quotes/index.html. [Accessed on 
27/02/2010]. 
Alan B. & Emma, B., (2007). Business Research Methods. Oxford University Press. 
AME Info, (2007). United Arab Emirates Tourism Sector Competitiveness Ranked 18th 
Globally.  [Online] Available at: http://www.ameinfo.com/113 976.html [Accessed 
on 17/11/2010]. 
Atallah, S., (2001). E-government: Consideration for Arab States, UNDP April 2001, 
DOI 10.3366/hls.2005.4.2.27. [Online]  Available at: http://www.surf- 
as.org/FocusAreas/DG/Resources/Papers/Egovenglish.pdf [Accessed on 
23/11/2010]. 
Awan, M. A., (2003). E-government : Assessment of GCC (Gulf Co-operating Council) 
Countries and Services Provided. In: R. Traunmüller, ed. Electronic Government- 
  261 
Second International Conference, EGOV 2003, Prague, Czech Republic, September 
1-5, 2003. Proceedings. Prague: Springer Berlin Heidelberg, pp. 500-503. 
Baker, D., (2009). “Advancing E-government performance in the United States through 
enhanced usability benchmarks”, Government Information Quarterly, Volume 26, 
pp.82-88. 
Bannister, F., (2007). The curse of the benchmark: an assessment of the validity and 
value of E-government comparisons, International Review of Administrative 
Sciences, vol. 73, no. 2, pp. 171-188. 
Bashir, E., (1982). United Arab Emirates, Route of Unity and its Future. Beirut: Dar Al-
Ketab Al-Arabi, pp.22-26. 
Bhatnagar, S. C., (2004). E-government: from vision to implementation: a practical guide 
with case studies, New Delhi and London, Sage Publications. 
BinTouq, A., (2015). The UAE Federal Government’s E-Participation Roadmap: 
Developments in UAE Empowerment Initiatives with VGI/PGIS and Location 
Based Services (LBS). Canadian Social Science, 11(5), pp.1-10. 
Central Intelligence Agency, Middle East: The United Arab Emirates, (2010), The World 
Factbook: [Online] Available at: https://www.cia.gov/library/publications/the-world-
factbook/geos/ae.html [Accessed on 16/8/2010]. 
Choudrie, J., Weerakkody, V. & Jones, S., (2005). Realising E-government in the UK: 
rural and urban challenges. Journal of Enterprise Information Management, 18, 568-
585. 
Coursey, D. & Norris, D. F., (2008). Models of E-government: Are They Correct? An 
Empirical Assessment. Public Administration Review, 68(3), p. 523-536. 
Crook, P., Rohleder, S. J. &Simmonds A., (2003) CRM in Government: Bridging the 
Gaps. Atlantic and Europe, Accenture. 
David, E.L., (1978). The Persian Gulf. Colorado: West View press, Bulder, p.35. 
Dexter, A. & V. Parr, (2003). Government Online Study, Taylor Nelson Sofres. 
Djerdjouri, M. & Aleter, A., (2007). TQM readiness assessment in the public sector in the 
United Arab Emirates: The case of the Ministry of Environment and Water, the 
Ministry of Finance and Industry, and the Ministry of Public Works. International 
Journal of Excellence in Public Sector Management, 1 2: 41. 
  262 
Dubai Municipal Government, (2012). Dubai Municipality. [Online]  
Available at: http://dubai.ae/en/Lists/GovernmentDepartments/DispForm.aspx? 
ID=21&category=Home [Accessed on 16/07/2015]. 
Dubai Quality Group., (2010). About DQG. [Online] Available at: 
http://www.dqg.org/?page_id=774. [Accessed on 29/12/2010]. 
El-Wady Ramahi, S., (1973) Economics and political evolution in the Arabian Gulf 
states. New York: Carlton Press. p107. 
Emirates (UAE) Federal Public Sector. International Public Management. 
       Emirates.org., (2010). United Arab Emirates [Online] Available at: 
http://www.emirates.org [Accessed on 4/8/2010]. 
European Journal of Scientific Research., (2010). Vol.35 No.2, pp.188-197. 
Federal Research Division, United Arab Emirates: A case study.,(2013) [Online] 
Available 
at:http://books.google.com/books?id=BDQ1nSZ9y24C&printsec=frontcover&dq=un
ited+arab+emirates&hl=en&ei=lfVuTJaCMOKOOeT5bEL&sa=X&oi=bok_result&
ct=result&resnum=2&ved=0CDAQ6AEwAQ#v=onepage&q&f=false [Accessed on 
14/8/2010]. p 79. 
Federation of UAE; Chambers of Commerce and industry., (2010). Geographic Location. 
[Online]. Available at: http://www.fcciuae.ae/en/geo-loc-en.php [Accessed on 
3/8/2010]. 
Fletcher, P. D. & Holden, S. H., (2001). Is your local government plugged in? Highlights 
of the 2000 electronic government survey. Washington, DC: 
InternationalCity/County Management Association. 
Floridi, L., (2010). “The Cambridge Handbook of Information and Computer Ethics”, 
vol. 22 (1), pp. 15-18. 
Greenway, D., (2009). The World Economy: Global Trade Policy 2008. Malaysia. 
Gulf News., (2014). UAE GDP grows to Dh1.54 trillion in 2014. [Online]  
Available at: http://gulfnews.com/business/economy/uae-gdp-grows-to-dh1-54-
trillion-in-2014-1.1433638. [Accessed on 11/8/2010]. 
Hilary, M et al, (2004). Electronic Journal of E-government Volume 2 Issue 3 (pp 187-
196). 
  263 
Hooglund, E.& Toth, T. A., (1993). Country Study: Oman, In: Metz, H. (ed) United Arab 
Emirates- Population. Washington, D.C: Federal Research Division, Library of 
Congress. 
Ingram, H. & Daskalakis, G., (1999). Measuring quality gaps in hotels: the case of Crete, 
International Journal of Contemporary Hospitality Management, vol. 11, no. 1, pp. 
24-31. 
International Conference., (2002). EGOV, Lausanne, Switzerland, pp. 156-167. 
Janssen M., (2010). Measuring and Benchmarking the Back-end of E-government: A 
participative self-assessment approach, in Proceedings of 9th IFIP WG 8.5 
International Conference, EGOV, Lausanne, Switzerland, pp. 156-167. 
Karokola, G., Yngström, L. & Kowalski, S., (2012). Secure E-government Services: A 
Comparative Analysis of E-government Maturity Models for the Developing 
Regions - The Need for Security Services. International Journal of Electronic 
Government Research (IJEGR), 8(1). 
Kirat, M., (2007). Promoting online media relations: Public relations departments’ use of 
Internet in the UAE. Public Relations Review, 33(2), pp.166-174. 
Kumar, V., Mukerji, B., Butt, I., & Persaud, A., (2007).  “Factors for Successful 
EGovernment   Adoption:   a   Conceptual   Framework”.   The   Electronic   Journal 
  of   e- Government, Volume 5 (1), pp. 63–76. 
Lee, C.-p., Chang, K. & Berry, F. S., (2011). Testing the Development and Diffusion of 
E-government and E-Democracy: A Global Perspective. Public Administration 
Review, 71(3), p. 444-454. 
Lofstedt, U., (2005). E-government - Assesment of Current Research and Some Proposals 
for Future Directions. International Journal of Public Information Systems, 1(1). 
Melitski, J., Holzer, M., Kim, S., Kim, C. &Rho, S., (2005). Digital Government 
Worldwide: A E-government Assessment of Municipal Web Sites. International 
Journal of Electronic Government Research (IJEGR), 1(1). 
Milbourn, G., (1998). Quality service makes happy customers and greater profits, 
Business Forum, vol. 23, no. 3, pp.15-19. 
Ministry of Economy., (2008). UAE in Figures. [Online] Available at: 
http://www.economy.ae/Arabic/EconomicAndStatisticReports/StatisticReports/Docu
  264 
ments/Statistic%20Reports/UAE%20in%20Numbers/UAE%20Figures2008.xls 
[Accessed on 10/8/2010]. 
Ministry of Presidential Affairs., (2010). The UAE: General Information [Online] 
Available at: 
http://www.uaepresident.ae/CMS/Sites/Khalifa//ar/ %تﺎﻣﻮﻠﻌﻣ/تارﺎﻣﻻا20ﺔﻣﺎﻋ .aspx 
[Accessed on 8/8/2010]. 
Misuraca GC. e-Government., (2015). exploring m-government scenarios, between ICT-
driven experiments and citizen-centric implications. Technology Analysis & 
Strategic Management. 2009 Apr 1;21(3):407-24. 
Mnjama, N. & Wamukoya, J., (2007). E-government and records management: an 
assessment tool for e-records readiness in government. The Electronic Library, 
25(3), pp. 274 - 284. 
Müller, S. D. &. Skau, S. A., (2015). Success factors influencing implementation of e-
government at different stages of maturity: a literature review. International Journal 
of Electronic Governance, 7(2), pp. 136-170. 
National e-readiness. International Journal Electronic Business., (2011). 1[1], 3-22. 
Ni Ya, A., Ho Alfred &T. K., (2005). “Challenges in E-government development: lessons 
from two information kiosk projects”, Government information quarterly, Vol. 22, 
pp.58- 74. 
Norris, D.F. & Moon, M. J., (2005). Advancing E-government at the grassroots: tortoise 
or hare? Public Administration Review, vol. 65, No. 1, pp. 64-75. 
OECD., (1999). Working Party on Indicators for the Information Society. Defining and 
Measuring E-Commerce: A Status report, Paris, Organisation of Economic Co-
operation and Development (OECD). 
Ojo, A., Janowski, T. & Estevez, E., (2005). Determining progress towards E-
government: What are the core indicators? in Proceedings of 5th European 
Conference on E-government, Antwerpen, pp. 313-322. 
Omaira, M., (2002). The Economy of the United Arab Emirates: The Achievements and 
the Future Aspiration. Journal of Economic Cooperation among Islamic countries. 
[Online] Available at: http://www.sesric.org/files/article/217.pdf [Accessed on 
12/11/2010]. 
  265 
Omari, A. A. & Omari, H. A., (2006). E-government Readiness Assessment Model. 
Journal of Computer Science, 2(11), pp. 841-845. 
Orwig R.A. &Pearson, J., (1997). An empirical investigation into the validity of 
SERVQUAL in the Public Sector, Public Administration Quarterly, vol. 21, no. 1, 
pp. 54-69. 
Peña-López, I., (2016). UN e-Government Survey 2016. E-Government in Support of 
Sustainable Development 
Qasim, J., (1987). The Emirates in the past and new countries, the UAE, a 
comprehensive survey studies. Cairo: Maahad Al- Bohooth wa Al-Derasat Al-
Arabiah (Arab Research and Studies Institute). 
Ready, D. A., (2004). Leading at the Enterprise Level [Electronic version]. MIT Sloan 
Management Review, 45:3, 87-91. 
Reddick, C.G., (2005). Citizen interaction with E-government: From the streets to 
servers? Government Information Quarterly, vol. 22, no. 1, pp. 38-57. 
Rees, C., Mamman, A. & Braik, A. B., (2007). Emiratization as a strategic HRM change 
initiative: Case study evidence from a UAE petroleum company. The International 
Journal of Human Resource Management, 18 1: 33-53. 
Remenyi, D., (2005). Proceedings of the 5th European Conference on E-government 
(ECEG 2005). Academic Conferences Limited. 
Rosmarie, S.Z., (1978). The Origin of the United Arab Emirates. London: The 
Macmillan press Ltd, p.2.  
Salama, M. & Hana, A. R., (2010). Green buildings and sustainable construction in the 
United Arab Emirates. 26th Annual ARCOM Confrence (2010). 
SESRIC., (2009). “E-government Readiness, The Performance of the OIC Member 
Countries”, Statistical, Economic and Social Research and Training Centre for 
Islamic Countries. 
Sharrard, J.,Mccarthy, J.C.,Tavilla, M.J.&Stanley, J., (2000). Sizing US eGovernment, 
The Forrester Report. 
Shoult, A.& Terterov M. (eds)., (2006). Doing Business with the United Arab Emirates. 
2nd Edition. London: GMB Publishing Ltd. p. 14 
  266 
Shutter, J. & Graffenreid,E., (2000). Benchmarking E-government. NIC publications, 
Momentum Research Group. [Online] Available at: 
http://www.nicusa.com/pdf/EGOV_Benchmark.pdf.[Accessed on 09/10/2015]. 
Smith, S., (2004). Britain’s Revival and fall in the Gulf: Kuwait, Bahrain, Qatar, and the 
Trucial States,1950-1971. London: RoutledgeCurzon. p78. 
Stefanovic, D., Marjanovic, U., Delić, M., Culibrk, D. and Lalic, B., (2016). Assessing 
the success of e-government systems: An employee perspective. Information & 
Management, 53(6), pp.717-726. 
Thawani, S., (2007). Business Excellence Awards: Strategies for Winning, Abu Dhabi: 
Quality Waves. 
The E-government Handbook for Developing Countries., (2002). Centre of Democracy 
and Technology. 
The Official Website of the Prime Minister of the UAE., (2009) Cabinet Office, Official 
Website of the Prime Minister of the UAE. [Online]  Available at 
:http://uaepm.ae/en/media/statements-and-quotes/index.html.[Accessed on 
28/05/2012]. 
The UAE Ministry of Information and Culture, United Arab Emirates., (1991). The UAE 
Ministry of Information and Culture publication, p.xvii, (UAE, Facts and Numbers), 
Dubai: Dar Al-Gurair Letebaah Wa Al-Nasher. 
The UAE Official Gazette., (1992) No 2. 
The United Arab Emirates Constitution., (1971), Article 25. 
The World Bank E-government hand book (2002). [Online] Available at: 
http://www.cdt.org/egov/handbook/2002-11-14egovhandbook.pdf[Accessed on 
29/12/2010]. 
Tolbert, C. J. & Mossberger, K., (2006). The Effects of E-government on Trust and 
Confidence in Government. Public Administration Review, 63(3), p. 354-369. 
UAE Yearbook., (2009), Ministry of Information, Abu Dhabi. 
United Arab Emirates: Ministry of Foreign Trade., (2010). Why UAE? Maximising 
Opportunities. Abu Dhabi. p 28. 
UNPAN., (2010) Leveraging E-government at a Time of Financial and Economic Crisis. 
[Online] Available at: http://www.unpan.org/egovkb/global_reports/08 report.htm. 
[Accessed on 29/11/2012]. 
  267 
Wauters, P.& Durme, P. V., (2004). Online Availability of Public Services: How Does 
Europe Progress? Web Based Survey on Electronic Public services, Cap Gemini 
Ernst & Young. 
Wimmer, M.A. & Traunmuller, R., (2000). “Trends in Electronic Government: 
Managing Distributed Knowledge”, Proceedings from 11th International Workshop 
on Database and Expert Systems Applications, Springer, New York, pp. 340-345 
Wimmer, M.A., Traunmuller, R., &Lenk, K., (2001). “Electronic Business Invading the 
Public Sector: Considerations On Change and Design”, Proceedings of the 34th 
Hawaii International Conference on System Sciences, IEEE Computer Society, Los 
Alamitos, California, pp. 1709-1718 
Wisniewski, M., (2001). Assessing customer satisfaction with local authority services 
using SERVQUAL, Total Quality Management, vol. 12, no. 7, pp. 995-1003. 
Wisniewski, M. & Donnelly, M., (1996). Measuring service quality in the public sector: 
The potential for SERVQUAL, Total Quality Management, vol. 7, no. 4, pp. 357-
367. 
Wong, M.S., (2010). Evaluating E-government in Malaysia: The Use of ROI Vs ROR 
Matrix to Evaluate E-Filing Services, in proceedings of EGOV, Lausanne, 
Switzerland, pp. 114-124. 
Wong, M.S., Jackson, S. & Philip, G., (2010). Cultural issues in developing E-
government in Malaysia, Behaviour and Information Technology, vol. 29, no. 4, pp. 
423-432. 
Yamin, M. and Mattar, R., (2016). e-Government in Saudi Arabia-An Empirical 
Study. Our Major Indexing at International Level, p.944. 
Yine, P. (ed.)., (2010). United Arab Emirates. [Online] Available at: 
http://yearbook.uaeinteract.com/Yearbooks/2010/ENG/#0 [Accessed on 
22/11/2010]. p 68. 
Zakeriya, E, Z. and Zahir. I., (2005). E-government adoption: architecture and 
barriers. Business Process Management Journal, 11(5), pp.589-611. 
Zaramdini, W., (2007). An empirical study of the motives and benefits of ISO 9000 
certification: The UAE experience. International Journal of Quality & Reliability 
Management, 24 5: 472-491. 
  268 
Zayed.ae., (2009). [Online] Available at: http://www.zayed.ae/sait/show.php? id=266. 
[Accessed on 8/8/2010]. 
 
 
  
  269 
APPENDICES 
 A: Questionnaire Part A 
 
Questionnaire 
 
Dear Respondent 
My name Hamad Alketbi, a PhD student at Solent Southampton University. I am carrying 
out this research as one of the requirements for my Doctorate degree. The major part of 
this research aims to identify and examine the critical factors that facilitate successful 
implementation of E-government in Dubai Smart Government Departments. Attached to 
this letter is a short questionnaire that presents statements related to the aspects of E-
government implementations. Therefore, I am inviting you to kindly participate in the 
questionnaire in relation to experience of your own organisation’s E-government 
implementation.  Your participating is really appreciated and I assure you that your 
responses will be used for academic purposes and your personal information will remain 
confidential.  
 
I am looking forward to receiving your completed questionnaire and if you have any 
question or concerns about completing the questionnaire, you may contact me by E-mail 
at: uaestudent2014@hotmail.com. 
 
Yours sincerely, 
 
Hamad Alketbi 
 
PhD student at the University of Solent Southampton.  
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Section A: Demographics Information. 
 
 
 
Please choose one answer for each line. 
 
 
Personal information of the respondents 
 
1 Gender: 
□ Male               □ Female 
2 Age: 
□ Less than 25      □ 26-35             □ 36-45       □ 46-55        □ >55 
3 Academic Qualifications: 
□ Higher Secondary Diploma   □ HNC/HND   □ Bachelor Degree   □ Master 
Degree   □ Doctoral Degree 
 
4 Experience: 
         □ Less than 2 years □ 2-5 years   □ 5-8 years □ 8-12 years □>12 
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Section B: E-government general Information 
 
The following statements relate to your opinion of the valuable and important critical 
success factors and the barriers that hindering the successful implementation of E-
government. So please show the extent to which you think each factor is important to 
improve the successful implementation of E-government in your organisation. Please 
answer on a 1 to 5 scale, where 1 is strongly disagree; 2 disagree, 3 Neutral, 4 agree 
and 5 is strongly agree: 
 
Critical Success Factors: 
 
Top Management support 
1 1 2 3 4 5 
1.1 Top management participation is important for successful 
implementation of E-government.  
     
1.2 Top management actively participate in E-government 
Implementation. 
     
1.3 Allocating adequate resources and time by top management is 
important for successful E-government implementation. 
     
1.4 Top management allocates adequate resources and time for      
E-government implementation.  
     
1.5 It is important for top management to lead E-government 
implementation to be successful one. 
     
1.6 Top management leads the E-government implementation.      
1.7 Top management takes the responsibility for the E-government 
project and its implementation 
     
1.8 Top Management has a clear vision for the E-government 
implementation 
     
1.9 Top Management regularly shares their feedback and concerns 
about any progress or problem related to the implementation of     
E-government 
     
1.10 Top Management is leading and driving the E-government 
implementation process  
     
Understanding the use and purpose of E-government (Awareness) 
2 1 2 3 4 5 
2.1 Clarifying the purpose of the use of E-government to the 
employees is important to achieve successful E-government 
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implementation.  
2.2 Employees in Dubai Smart Government Department understand 
the purpose of the E-government implementation.  
     
2.3 Creating awareness of the urgent need for E-government among 
managers and employees is important for successful E-government 
implementation.  
     
2.4 Dubai Smart Government Department creates awareness of the 
need for the E-government among managers and employees.  
     
2.5 Availability of sufficient information and opportunity for 
employees to become familiar with the E-government is important 
to achieve successful E-government implementation.  
     
2.6 Dubai Smart Government Department provides sufficient 
information and opportunity for employees to become familiar with 
E-government implementation.  
     
2.7 Employees are trained for using E-government and serving 
citizens with E-government functions alongside the traditional 
measures 
     
2.8 E-government can increase the transparency of the government 
systems 
     
2.9 The purpose of E-government implementation is to offer 
convenience to the users. 
     
2.10 Making employees aware of the progress of E-government 
implementation is important for its success. 
     
2.11 Employees in Dubai Smart Government Department are aware 
of the progress of E-government implementation. 
     
Motivate a change culture 
3 1 2 3 4 5 
3.1 Preparing and encouraging the culture before and during          
E-government implementation are important to ensure its success.  
     
3.2 Dubai Smart Government Department has taken action to 
prepare and encourage the culture during E-government 
implementation (for example, avoiding a blame and risking culture, 
creating a sense of urgency).  
     
3.3 Clarifying how the organisation deals with change during         
E-government implementation is important to ensure its success. 
     
3.4 Dubai Smart Government Department clarifies how the 
organisation deals with change during the E-government 
implementation process.  
     
3.5 The process of E-government implementation is clearly defined      
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and a proper implementation roadmap is available 
3.6 Employees are trained for the transition to minimize any 
resistance to change 
     
3.7 There is a complete change manage plan and strategies 
developed by Dubai Smart Government Department to overcome 
an internal resistance by employees to switch to a new system 
     
3.8 Changes in E-government are introduced in small and 
incremental basis to ensure acceptance in Dubai Smart Government 
Department 
     
3.9 Dubai Smart Government Department is open for suggestion 
and new ideas to improve the E-government efficiency. 
     
Supportive Organisational Structure 
4 1 2 3 4 5 
4.1 Clear definitions of the ownership and responsibilities of the 
implementation team are important to achieve successful               
E-government implementation. 
     
4.2 The ownership and responsibilities for E-government 
implementation were well defined.  
     
4.3 A supportive structure for visibility and information availability 
is important to ensure effective and successful E-government 
implementation in Dubai Smart Government Department.  
     
4.4 Structures in Dubai Smart Government Department facilitate 
the visibility of the top management and information availability.  
     
4.5 E-government work alongside the traditional systems to ensure 
elderly and non-technology savvy citizens can also use the service.  
     
4.6 Dubai Smart Government Department offers training, 
awareness, and other supportive measures for all stakeholders to 
ensure that they understand the purpose and benefits of                 
E-government.  
     
Effective communication  
5 1 2 3 4 5 
5.1 Communicating information related to the E-government 
throughout Dubai Smart Government Department prior the           
E-government implementation is important to ensure its 
effectiveness. 
     
5.2 Information related to the E-government was communicated 
throughout Dubai Smart Government Department. 
     
5.3 Communicating the implementation progress is important to 
ensure the effectiveness and sustainability of E-government 
implementation.  
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5.4 There is adequate communication about E-government 
implementation and progress in Dubai Smart Government 
Department.  
     
5.5 Dubai Smart Government Department Various internal 
departments communicate and exchange their learning related to   
E-government implementation 
     
5.6 The E-government offer better and faster ways of 
communication among various departments of Dubai Government 
     
5.7 Dubai Smart Government Department offers open 
communication channels to employees, citizen and other 
stakeholders. 
     
5.8 The E-government implementation increases the channels of 
communication available to employees of the Government and 
citizens 
     
Training  
6      
6.1 There is always a readiness assessment conducted when 
implementing any new service for E-government  
     
6.2 Skills, Knowledge and Abilities gap analysis are done at regular 
intervals to ensure that all employees are well prepared for            
E-government implementation  
     
6.3 Providing adequate training for employees across the 
organisation is important to avoid any resistance and to ensure 
involvement in the implementation process.  
     
6.4 Training about the E-government was provided to employees 
across Dubai Smart Government Department.  
     
6.5 Dubai Smart Government Department provides adequate 
training about the E-government and its concept.  
     
6.6 Online support, guidelines and other informational material for 
employees available.  
     
6.7 Training is provided for employees who lack the technological 
competence required for E-government implementation in Dubai 
Smart Government Department 
     
6.8 Blended learning options are available for employees to learn 
new skills and to improve current skills. 
     
Employees Involvement and Employee Satisfaction  
7 1 2 3 4 5 
7.1 Employees” involvement is important to achieve successful    
E-government implementation. 
     
7.2 Employees are effectively involved in the E-government      
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implementation process within Dubai Smart Government 
Department. 
7.3 Employees” involvement in the early stage of developing the 
implementation plan is important to achieve successful                  
E-government implementation. 
     
7.4 Employees of Dubai Smart Government Department were part 
of the E-government implementation plan at an early stage.  
     
7.5 Employees are consulted when implementing intervention 
regarding E-government 
     
7.6 Prototypes of E-government models are tested by employees 
first for their feedback 
     
7.7 Employees satisfaction is important to achieve successful         
E-government implementation. 
     
7.8 Dubai Smart Government Department takes necessary measures 
to ensure employees satisfaction with the E-government 
implementation. 
     
7.9 Dubai Smart Government Department conduct a Survey to 
ensure employees satisfaction. 
     
Employees Empowerment  
8 1 2 3 4 5 
8.1 Employee empowerment is important to achieve successful      
E-government implementation. 
     
8.2 Employees have been empowered in Dubai Smart Government 
Department during and after the implementation process.  
     
8.3 Considering employees” suggestions about E-government 
implementation is important for its success. 
     
8.4 Dubai Smart Government Department considers and 
encourages employees” suggestions about E-government 
implementation.  
     
8.5 E-government implementation and interventions are designed to 
increase the occupational empowerment of employees 
     
8.6 Dubai Smart Government Department clearly outline the 
authority available to government employees  
     
8.7 Strategies are adopted to ensure that employees do not consider 
E-government a threat against their authority  
     
8.8 Employees not willing to work or are unable to adjust in the    
E-government system are offered a choice to work in a 
conventional system (may be in some other department or agency) 
     
Performance Measurement System 
9 1 2 3 4 5 
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9.1 Defining good measures of E-government implementation is 
important to achieve a successful Implementation.  
     
9.2 Dubai Smart Government Department identified good measures 
of E-government implementation.  
     
9.3 Aligning the use of E-government with the performance 
measurement system is important to achieve successful                 
E-government implementation.  
     
9.4 Dubai Smart Government Department aligns the use of its        
E-government system with its performance measurement system.  
     
9.5 Robust and specific metrics and KPI's are established to 
manage, measure and monitor the use and effectiveness of the      
E-government implementation  
     
9.6 Web Analytics are used for measurement, collection, analysis 
and reporting 
     
9.7 Proper analytics are established to measure the efficiency and 
efficiency of the E-government implementation 
     
9.8 The trust of employees with E-government implementation is 
also measured on proper scales 
     
9.9 Benchmarking of metrics and key indicators (KPI's) of             
E-government implementation is measured and monitored 
regularly. 
     
9.10 There are mechanisms in place to continuously monitor and 
upgrade the benchmarks 
     
Implementation Efficiency 
10 1 2 3 4 5 
10.1 The implementation of the E-government within Dubai Smart 
Government Department has been successful.  
     
10.2 The implementation of the E-government in Dubai Smart 
Government Department was easy.  
     
10.3 Dubai Smart Government Department gained the expected 
return from the implementation of E-government. 
     
10.4 The implementation of the E-government has allowed some 
individuals within Dubai Smart Government Department to 
advance themselves.  
     
10.5 The E-government implementation focuses on 
increasing efficiency  
     
10.6 The implementation of the E-government has increased the 
productivity and timeliness of the government services.  
     
10.7 The implementation of the E-government has helped in      
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creating a better and more transparent image of the Government 
10.8 The implementation of E-government has facilitated business 
growth and economic activity in the Dubai 
     
Trust and Security 
11 1 2 3 4 5 
11.1 Employees trust is important to ensure successful                   
E-government implementation.  
    
11.2 Dubai Smart Government Department took measures to ensure 
their employees trust.  
     
11.3 The trust of users on E-government is important for the 
successful implementation of E-government. 
     
11.4 Dubai Smart Government Department took measures to ensure 
that users have trust in the E-government  
     
11.5 The security of E-government is important for the successful 
implementation of E-government 
     
11.6 Dubai Smart Government Department took measures to ensure 
that all transaction under the E-government system are safe and 
secure. 
     
System Design and Interface  
12 1 2 3 4 5 
12.1 Dubai Smart Government Department is providing an easy to 
use design, to ensure successful E-government implementation.  
     
12.2 Dubai Smart Government Department has made the design of 
the E-government simple and free of complications 
     
12.3 The portal of Dubai Smart Government Department has a 
clear and simple design to ensure successful and smooth               
E-government implementation. 
     
12.5 The design of the Dubai Smart Government Department is 
convenient for users to navigate  
     
12.6 Users can easily find/search for their desired functions of the 
E-government Portal  
     
12.7 E-government services are accessible by all other platforms 
(E.G MAC, Windows, Linus…etc.) 
     
12.8 The scalability of the system (that is the ability to grow or 
expand to accommodate increased use) is important for the 
successful E-government implementation.  
     
12.9 The Dubai Smart Government Department portal is scalable 
and can handle growing amount of work in a capable manner or its 
ability to be enlarged to accommodate that growth. 
     
Complexity of the System  
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13 1 2 3 4 5 
13.1 The complexity of a system that is the system is made up of 
many diverse and autonomous but interrelated and interdependent 
components is important for the implementation of E-government 
     
13.2 E-government Department system is complex and includes 
multiple processes, subsystems that are diverse but organised. 
     
13.3 Due to complexity of E-government system, there are multiple 
functional benefits  
     
13.4 The complexity of the E-government system impacts the        
E-government improvement. 
     
Organisations Resources  
14 1 2 3 4 5 
14.1 A timely availability of organisation’s resources is important 
for the successful implementation of E-government 
     
14.2 Dubai Smart Government Department has adequate resources 
to ensure successful E-government implementation.  
     
14.3 Access to information is considered as important 
organisational necessary resources for successful E-government 
implementation.  
     
14.4 Dubai Smart Government Department provided the access to 
relevant information needed to the developers and designers of      
E-government 
     
14.5 Financial resources and availability of budget is an important 
organisational resource required for successful implementation of 
E-government 
     
14.6 Dubai Smart Government Department ensured that all the 
necessary financing needed was available before embarking the     
E-government implementation 
     
14.7 The human capital or human resource needed is one of the 
most critical organisation resources for successful E-government 
implementation.  
     
14.8 Dubai Smart Government Department ensured that all the 
required human capital needs were fulfilled or there was no talent 
shortage before and during the E-government implementation. 
     
14.9 Efficient Resource Allocation is important for successful       
E-government implementation. 
     
14.10 Dubai Smart Government Department did efficient and 
effective resource allocation for the E-government Implementation 
process. 
     
System Integration  
  279 
15 1 2 3 4 5 
15.1 System integration is important to ensure successful and 
smooth E-government implementation.  
     
15.2 The E-government system implemented by the Dubai Smart 
Government Department has high level of system integrity that is 
multiple subsystems are bonded together and the system works 
seamlessly. 
     
15.3 Dubai Smart Government Department system integration 
helped to reduce work duplication and thus improved the              
E-government implementation. 
     
15.4 Dubai Smart Government Department has a good integration 
between all other government departments to ensure successful     
E-government implementation. 
     
E-government Barriers: 
 
The following statements relate to your opinion of the barriers that are hindering the 
successful implementation of E-government. So please show the extent to which you 
think each factor is significant in hindering a successful implementation of                     
E-government. Please answer on a 1 to 5 scale, where 1 is strongly disagree and 5 is 
strongly agree: 
 
Technology 
1 1 2 3 4 5 
1.1 Use of old or legacy software is a barrier to the success of         
E-government implementation. 
     
1.2 The rapid changes in technology make the entire system obsolete 
and everything needs to restart from ground zero  
     
1.3 Other agencies or department doesn’t validate or accept            
E-government implementation 
     
1.4 Reliance on foreign technology      
1.5 Lack of technological competence      
1.6 Poor technical design      
1.7 Lack of interoperability between systems      
Goals and Objective Ambiguity  
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2 1 2 3 4 5 
2.1 Lack of clarity in aims and objectives of the E-government 
implementation 
     
2.2 Being Over ambitious and unrealistic      
2.3 Ambiguous roadmap      
2.4 Too many changes and deviations from implementation plan      
2.5 Information Paradox      
People and Cultural 
3 1 2 3 4 5 
3.1 Workplace and organisational inflexibility      
3.2 Digital divide      
3.3 Leadership failures or lack of ownership for E-government      
3.4 Lack of funding and finance      
3.5 E-government implementation confronted with language barriers      
3.6 High blend of diversity in UAE      
3.7 Lack of User readiness      
3.8 Fear and risk of failure      
3.9 Being too excited in beginning and later feeling a burnout      
3.10 A Fear of becoming redundant by employees      
3.11 Increase in unemployment      
3.12 Lack of Collaboration      
3.13 Lack of cohesion among departments      
3.14 Staff resistance      
3.15 Lack of readiness      
3.16 Lack of participation by users/citizens      
Legal, Security and Budgetary Constraints 
4 1 2 3 4 5 
4.1 Use of non-stand practices      
4.2 Lack of legal legitimacy of E-government       
4.3 Security concerns regarding theft of identity or financial data      
4.4 Gap between e-services supply and demand.      
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4.5 Budgetary Issues      
4.6 Lack of laws and regulations regarding E-government 
transaction 
     
Results, Consequences and Return on Investment (ROI) 
5 1 2 3 4 5 
5.1 Misuse of E-government services (e.g., false complains being 
filed) 
     
5.2 Unjustified cost of implementation      
5.3 Lower Service Quality compared to traditional services      
5.4 A Large premium fee being charged for E-government      
5.5 Difficulty and complexity in measuring of shared benefits      
5.6 No proper mechanism to justify ROI      
 
Section C: E-government Assessment of Maturity and Acceptance Level 
The following statements relate to your opinion regarding the maturity of the                  
E-government Model in your department. Please answer on a 1 to 5 scale, where 1 is 
strongly disagree and 5 is strongly agree: 
One-way information ﬂows 
1 1 2 3 4 5 
1.1 Are there E-government websites and/or E-government portals?      
1.2 Is contact information provided on websites?      
1.3 Are government policies and documents available online?      
1.4 Is search capability provided?      
1.5 Can citizens download and/or print a selective set of 
government forms? 
     
Two-way information ﬂows 
2 1 2 3 4 5 
2.1 Can citizens complete forms online at E-government websites/ 
portals or upload forms and reports? 
     
2.2 Can they contact government agencies via email?      
2.3 Is there a short message service (SMS) gateway?      
E-Transaction 
3 1 2 3 4 5 
3.1 Can citizens conduct secure online payment transactions 
through an E-government website/portal? 
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3.2 Do the E-government offer online income and other tax-return 
ﬁling and payment services for individuals and corporations 
(i.e., ePayment or eTax services)? 
     
 
 
3.3 Are there any online permit applications offered on the             
E-government website/portal? 
     
3.4 Do the E-government websites/portals offer G2B stakeholders 
the ability to bid for public contracts (i.e., E-procurement) 
     
E-Democracy 
4 1 2 3 4 5 
4.1 Does the E-government systems offer the provision of E-voting 
or E-petitions 
     
4.2 Does the E-government systems offer online debate and 
discussion platforms 
     
4.3 Does the E-government systems offer online opinion gathering 
mechanisms like E-polls and E-surveys 
     
4.4 Does the E-government systems offer online consultation      
4.5 Does the E-government systems offer discussion and feedback 
relating to policies and activities 
     
4.6 Does the E-government systems include social media platforms 
like Facebook and Twitter 
     
4.7 Does the E-government systems include YouTube and Blogs to 
promote citizen empowerment  
     
4.8 Does the E-government systems include provisions for disable 
users  
     
 
Section D: E-government Rating 
How would you rate the services offered by E-government Portals, kindly rate the 
effectiveness levels as per your opinion on the following nine dimensions: 
 
E-government Rating  
 1 2 3 4 5 
Accessibility:  
Improve accessibility and connectivity of governmental services for 
citizens and businesses 
     
Dubai Government website 
Enables anyone visiting a the E-government portal to converse and 
interact with government employees via the Internet with graphical 
user interfaces 
     
 
 
E-business      
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E-business creates partnerships with different sectors 
E-government 
E-government services 100% of the population 
     
Internet delivered service or program 
The widespread use of social media in collective action 
     
Navigation: 
Tracing data offers and real-time transactional data based on entire 
population 
     
Monitoring: 
E-government services is monitored and guided by a team of 
national experts 
     
Usability: 
E-government experts recognize barriers of E-government services 
     
Web traffic: 
E-government services are well administered 
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 B: Questionnaire Part B 
Confidentiality statement 
Please note that information provided by respondents will be regarded as private and 
confidential and will not be presented to any third party without the consent of the 
respondent/s involved. 
Questions 
Degree of Understanding 
1 2 3 4 5 
Provides information is what the user needs.      
The open channels between customers and government      
Provides relevant services to user's need.      
Services are written for users of different cultures and 
languages. 
     
Useful interactive features.      
The level of E-government awareness to the public      
Providing any type of integration between all different 
departments 
     
 
Thank you very much for taking the time to participate in improving your organisation. 
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C: Main Interviews Questions 
Part One: Investigating Critical Success Factors and Barriers 
1. What is your responsibility in the E-government implementation process? 
2. What is the role of the Top management toward the E-government implementation? 
3. How dose Dubai Smart Government Department create acceptance of change? 
4. What actions have been directly aimed at changing the culture? 
5. How do you ensure the readiness and capability of the organisation for E-government 
implementation? 
6. What actions were taken to motivate the employees to become involved in the                   
E-government implementation process? 
7. Please explain how employees provide feedback about the E-government implementation 
process? 
8. How do you ensure on-going communication to support E-government implementation? 
9. Please explain how you align E-government implementation with the existing 
organisational system? 
10. What sort of preparation and training have you had specifically for the E-government 
implementation team and any involved employees? 
11. How do you measure the success of E-government implementation? 
12. How do you use the results of measuring the success of E-government implementation 
process in order to improve any future E-government implementation? 
13. During the process of E-government implementation, did you encounter any challenge or 
barrier that was very difficult to manage and even impacted the implementation 
process? 
14. Would you please share details about challenges and barriers that were encountered 
during the implementation of E-government at Dubai Smart Government Department, and 
how were those barriers dealt? 
15. Which category of barriers was most challenging in your opinion and why? 
a. Technological Barriers 
b. Goals and Objectives Ambiguity 
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c. People and Cultural Barriers 
d. Legal, Security and Budgetary Constraints 
e. Results, Consequences and Return on Investment (ROI) 
16. To what extent E-government, in your organisation, fails to achieve its objectives? 
17. Which factors were given the highest priority when implementing the E-government 
project and why 
18.  What was the role of Top Management in the E-government implementation? 
19. Was the role played by top management beneficial or harmful in the implementation of   
E-government, explain was response with examples 
20.  How was awareness regarding the E-government spread across the department? 
21. Were the employees made aware of the purpose of implementation, if yes how was it 
communicated and what was the response of the employees 
22. How did the employees and the organisation cope with the change that was instilled 
through the implementation of E-government? 
23. What sort of support or training was offered to employees to deal with the massive 
transition from traditional system to E-government? 
24. Were there adequate information available about the E-government implementation 
progress and what was the process for communicating progress 
25. How were the employees involved in the process of E-government implementation? 
26. Were employees satisfied and engaged during the E-government implementation process 
27.  How was it ensured that employees don’t feel threatened by the change or the new system 
a challenge to their authority 
28.  How much importance or priority was given to the security of the new system? 
29. How was it ensured that all transactions made through E-government would be safe and 
secure and there would be no leakage of information 
30.  What were the key consideration when designing the E-government in terms of ease of 
usability, system design, interface and human computer interaction? 
31.  What kind/type of technology was used for E-government design and it that scalable and 
interoperable 
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Part Two: Investigating E-government Maturity level 
1. How do you assess or evaluate the maturity level of the E-government Project? 
2. What are the maturity levels of Dubai Smart Government Department public sectors? 
 
Part Three: Measuring E-government Success 
1. What Parameters define an E-government project as a success or a failure? 
2. How to do measure the success that is the deliverables and the KPI (Key Performance 
Indicators) for the E-government Project 
3. Is the E-government system aligned with any type or performance appraisal system? 
Please explain in detail is it is then which system and if not, then why not 
4. Is the success of the E-government Project Monitored on regular intervals or just at the 
time of implementation? 
5. What is the benchmark for performance? 
6. How do you measure demand side or supply side of E-government Project? 
7. How do you measure the level of satisfaction of users with the E-government system? 
8. Is there a mechanism to measure and conduct cost and benefits Analysis? 
9. What are benefits that have been achieved as a result of implementing E-government 
10. What criteria was set to gauge the effectiveness of E-government implementation process 
 
Thanks for your time 
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D: Independent Validation Interviews Questions 
Interview 1 
Interviewee Details 
• Associate Director in Dubai Smart Government Department 
• More than 15 years of cross country experience 
• Worked and Lead multiple public sector projects  
Question 1: Do you feel this is a useful research for the Dubai government, if so 
why?  
 
Question 2: Do you think the conceptual road map would be useful in implementing 
E-government in Dubai?  
 
Question 3: In your opinion, could you give a brief comment on each of the 6 Key 
Findings 
 
Question 4:  Do you think the Flow Chart would be useful and possible to 
implement in Dubai?  
 
 
Interview 2 
Interviewee Details 
• Senior Manager in Dubai Smart Government Department 
• More than 17 years of international experience 
• Specialized in technology management and innovation 
• Rich experience of working and auditing public sector projects 
Question 1: Do you feel this is a useful research for the Dubai government, if so 
why?  
 
Question 2: Do you think the conceptual road map would be useful in implementing 
E-government in Dubai?  
 
Question 3: In your opinion, could you give a brief comment on each of the 6 Key 
Findings 
 
Question 4:  Do you think the Flow Chart would be useful and possible to 
implement in Dubai?  
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Interview 3 
Interviewee Details 
• Senior Manager in Dubai Smart Government Department 
• 20 years of cross continent experience 
• In charge for reviewing and performing analytics for transformational projects 
• Been a part of the technology audit teams that have worked on public                  
E-government projects 
Question 1: Do you feel this is a useful research for the Dubai government, if so 
why? 
 
Question 2: Do you think the conceptual road map would be useful in implementing 
E-government in Dubai?  
 
Question 3: In your opinion, could you give a brief comment on each of the 6 Key 
Findings 
 
Question 4:  Do you think the Flow Chart would be useful and possible to 
implement in Dubai?  
 
 
Interview 4 
Interviewee Details 
• Senior Manager, Oracle HRMS at Dubai Smart Government Department 
• Part of Dubai Smart Government Department for more than 8 years 
• Has a total experience of approximate 18 years 
• In charge for managing and upgrading Government Resource Planning Systems 
(GRPs) at Dubai Smart Government Department 
Question 1: Do you feel this is a useful research for the Dubai government, if so 
why?  
 
Question 2: Do you think the conceptual road map would be useful in implementing 
E-government in Dubai?  
 
Question 3: In your opinion, could you give a brief comment on each of the 6 Key 
Findings 
 
Question 4:  Do you think the Flow Chart would be useful and possible to 
implement in Dubai?  
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Interview 5 
Interviewee Details 
• Senior ERP Specialist at Dubai Smart Government Department 
• Associated with Dubai Smart Government Department for more than a decade 
• Has first hand experience of leading and implementing various projects under 
Dubai Smart Government Department 
Question 1: Do you feel this is a useful research for the Dubai government, if so 
why?  
 
Question 2: Do you think the conceptual road map would be useful in implementing 
E-government in Dubai?  
 
Question 3: In your opinion, could you give a brief comment on each of the 6 Key 
Findings 
 
Question 4:  Do you think the Flow Chart would be useful and possible to 
implement in Dubai?  
 
 
Interview 6 
Interviewee Details 
• Assistant Director General at Dubai Smart Government Department 
• Part of Dubai Smart Government Department for 5 years 
• Overall experience of 12 years 
• Have been part of many international E-government projects 
Question 1: Do you feel this is a useful research for the Dubai government, if so 
why?  
 
Question 2: Do you think the conceptual road map would be useful in implementing 
E-government in Dubai? 
 
Question 3: In your opinion, could you give a brief comment on each of the 6 Key 
Findings 
 
Question 4:  Do you think the Flow Chart would be useful and possible to 
implement in Dubai?  
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E: Matching Aim/Objectives with Questionnaire and Interview 
Research Aims, Objectives, and 
Questions 
Questionnaire 
 Questions 
A1  To investigate the current 
situation of E-government in UAE • E-government Assessment of Maturity and 
Acceptance Level: 1.1 to 1.5, 2.1 to 2.3, 3.1 
to 3.4, 4.1 to 4.8 
• E-government Rating: 1to9. 
A2  To identify the critical success 
factors for successful implementation of 
E-government in UAE public sector with 
specific reference to Government 
employee users.  
• E-government General Information: Critical 
Success Factors: Critical Success Factors: 
1.1 to 1.10, 2.1 to 2.11, 3.1 to 3.9, 4.1 to 4.6, 
5.1 to 5.8, 6.1 to 6.8, 7.1 to 7.9, 8.1 to 8.8, 
9.1 to 9.10, 10.1 to 10.8, 11.1 to 11.6, 12.1 to 
12.9, 13.1 to 13.4, 14.1 to 14.10, 15.1 to 
15.4. 
To identify the critical factors for a 
successful implementation of                 
E-government. 
• E-government General Information: Critical 
Success Factors: Critical Success Factors: 
1.1 to 1.10, 2.1 to 2.11, 3.1 to 3.9, 4.1 to 4.6, 
5.1 to 5.8, 6.1 to 6.8, 7.1 to 7.9, 8.1 to 8.8, 
9.1 to 9.10, 10.1 to 10.8, 11.1 to 11.6, 12.1 to 
12.9, 13.1 to 13.4, 14.1 to 14.10, 15.1 to 
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15.4. 
To identify the criteria of measurement 
for a successful E-government. • Interview: part three Measuring                   
E-government successes: 1 to 10 
 
To identify the barriers hindering the 
implementation of E-government in 
public sector. 
 
• E-government Barriers: 1.1 to 1.7, 2.1 to 2.5, 
3.1 to 3.16, 4.1 to 4.6, 5.1 to 5.6. 
To investigate the critical factors that is 
deployed in E-government in UAE. • E-government General Information: Critical 
Success Factors: Critical Success Factors: 
1.1 to 1.10, 2.1 to 2.11, 3.1 to 3.9, 4.1 to 4.6, 
5.1 to 5.8, 6.1 to 6.8, 7.1 to 7.9, 8.1 to 8.8, 
9.1 to 9.10, 10.1 to 10.8, 11.1 to 11.6, 12.1 to 
12.9, 13.1 to 13.4, 14.1 to 14.10, 15.1 to 
15.4. 
To develop a road map for successful 
implementation of E-government in UAE 
public sector. 
• Using the results of the Questionnaire and 
the Interview. 
RQ1 To what extent can successful    
E-government be measured? 
• Interview: part three Measuring                   
E-government successes: 1 to 10 
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RQ2 What are the critical success 
factors for a successful implementation 
of E-government? 
• E-government General Information: Critical 
Success Factors: Critical Success Factors: 
1.1 to 1.10, 2.1 to 2.11, 3.1 to 3.9, 4.1 to 4.6, 
5.1 to 5.8, 6.1 to 6.8, 7.1 to 7.9, 8.1 to 8.8, 
9.1 to 9.10, 10.1 to 10.8, 11.1 to 11.6, 12.1 to 
12.9, 13.1 to 13.4, 14.1 to 14.10, 15.1 to15.4. 
RQ3 What are the barriers hindering 
the successful implementation of           
E-government in public sector? 
• E-government Barriers: 1.1 to 1.7, 2.1 to 2.5, 
3.1 to 3.16, 4.1 to 4.6, 5.1 to 5.6.  
RQ4 To what extent dose the 
application of the identified critical 
success factors leads to overcoming the 
barriers to successful implementation of 
E-government in the UAE? 
• E-government General Information: Critical 
Success Factors: Critical Success Factors: 
1.1 to 1.10, 2.1 to 2.11, 3.1 to 3.9, 4.1 to 4.6, 
5.1 to 5.8, 6.1 to 6.8, 7.1 to 7.9, 8.1 to 8.8, 
9.1 to 9.10, 10.1 to 10.8, 11.1 to 11.6, 12.1 to 
12.9, 13.1 to 13.4, 14.1 to 14.10, 15.1 to15.4. 
RQ5 What are the maturity levels of 
public sectors in UAE? 
• E-government Assessment of Maturity and 
Acceptance Level: 1.1 to 1.5, 2.1 to 2.3, 3.1 
to 3.4, 4.1 to 4.8 
• E-government Rating: 1to9. 
 
